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The Utilization of Curriculum and Instructional Design for 
Workplace Learning and Performance 
Jean Ann Bongiovanni 
Master of Science, May, 2002 
St. John Fisher College 
Dr . Marilynn N. Butler, Advis or 
The Monroe County Human Resource Department, a County-based 
training department, is interested in updating their 1998 Quality 
Management Training Program. Workplace Learning and Performance 
curriculum development were used to design the framework of the 
2000 Quality Management Principles training program. 
Workplace Learning and Performance (WLP) is defined as 
"The integra·ted use of learning and other interventions for 
the purpose of improving individual and organizational 
performance. It uses a systemati c process of analyzing 
performance and responding to individual, group, and 
organizational needs. WLP creates positive, progressive 
change within organizations by balancing human, ethical, 
technological and operational considerations" (Rothwell, 
Sanders , & Soper, 1999 ) . 
A brief literature review of related literature that 
supports the development and implementation of workplace learning 
curriculum and instructional design utilized in the development 
of the 2000 Quality Management Principles training program was 
explored. Topics such as, Growth of the Learning Society; Adult 
Learning; Training Trends; Curriculum Design and Development; 
Workplace Learning and Performance; the Instructional Systems 
Design (ISO ) Model; and Quality were reviewed. 
The methodology of the Instructional Systems Design ( ISO ) 
model or sometimes referred to as the ADDIE model will show the 
process by which the project was developed. 
Results include activities created, enhanced, and/ or 
modified by the developer, and recommendations for future 
training projects . 
The overall purpose o f this project i s t o create, enhance, 
and/ or mo d i fy activities a nd c urriculum for the Monroe County 
Human Reso urce Department ' s Quality Manageme nt Training Pro gram. 
Workplace Learning and Per formance 4 
TABLE OF CONTENTS 
List of Figures 6 
Table of Appendices 7 
Chapter I: Introduction 8 
Preview 9 
Background 10 
Centralized In-House Training for Quality Management 10 
Purpose of Project 12 
1998 Monroe County Human Resource Department's Quality 
Management Training Program 12 
2000 Enhanced Monroe County's Quality Management Principles 
Training Program 13 
Limitations of Project 14 
Definitions of Key Terms 14 
Conclusion 15 
Chapter II : Related Literature 17 
Growth of the Learning Society 17 
Demographic Factors 18 
Social Change 18 
Technological Change 20 
Adult Learning 21 
Adult Learning Principles 22 
Transfer of Learning 24 
Training Trends 25 
Curriculum Design and Development 26 
Workplace Learning and Performance 27 
Instructional Systems Design ( ISO ) Model 29 
Analyze 30 
Design 30 
Development 31 
Implementation 31 
Evaluation 31 
Quality 32 
Chapter III: Methodology 36 
Instructional Systems Design {!SD ) Model (ADDIE MODEL ) 37 
Target Audience 39 
The Process 39 
Chapter IV: Results and Discussion 46 
Background of Methodology 49 
Results of the Project 51 
Activities Enhancements/ Created 51 
Developer's Observations 52 
Future Suggestions 
References: 55 
Appendix A: Deliverables and Outcomes of Project 60 
Appendix B: 1998 Proposed Curriculum to Enhance 62 
Appendix C: Letter from County Human Resources Department 64 
Appendix D: Project Statement between Developer and County HR 66 
Appendix E: Activities and Icebreakers in Categories 68 
Appendix F: Participant Feedback Form 70 
Appendix G: Qualitative Data from Participant Feedback 72 
Appendix H: Examples of Examples of Ice Breakers 
and Activities 94 
Wo rkplace Le arning and Performanc e 5 
Acknowledgments 
I wish to acknowledge several people who played an integral part 
in my success in the completion of this project and the 
coursework for my Masters Degree in Human Resource Development. 
My utmost thanks to my Lord and Savior, Jesus Christ for His 
guidance and strength throughout this degree. Also a special 
thanks to my sister, Barbara , for her continual support and 
encouragement; to Andrew Vasil, who encouraged me to "seek out" 
the Masters program and "go for it"; to my "older sister" Barbara 
Darbey, for her extra listening ear and support; to Dr. Marilynn 
Butler who provided the vision and guidance towards my academic 
goal; to Joan Termini and Karen Frisch, for their support during 
the project; and sincere thanks to Mary Anne Donovan, whose 
encouragement and sense of humor guided me during my "tough" 
times. 
This thesis is dedicated to my parents, Charles and Angela, who 
are with the Lord, for providing me with unconditional love and 
support throughout my life and who taught me to never give up. 
Workplace Learning and Performance 6 
CTable of Figures 
Figures 
1. Version of the Instructional Systems Design ( ADDIE Model ) 38 
2. Version of the Analysis Phase 40 
3. Version of the Design Phase 42 
4. Version of the Development Phase 43 
5. Version of the Implementation Phase 44 
6. Comparison Curriculum of 1998 ( Before ) and 2000 ( After ) 
Training Modules (Day 1) 47 
7. Comparison Curriculum of 1998 ( Before )and 2000 (After) 
Training Modules ( Day 2) 48 
8. Version of the Instructional Systems Design ( ADDIE Model ) 49 
9. Methodology of Training Requirements Using ISD Model 
(Flowchart) 50 
Wor kplace Learn ing and Perfo r mance 7 
CTable of Appendices 
Appendix A: Deliverables and Outcomes of Project 60 
Appendix B: 1998 Pr oposed Curriculum to enhance 62 
Appendix C: Letter from County Human Resources Departmen t 64 
Appendix D: Project Statement between Developer and County HR 66 
Appendix E: Activities and Icebreakers in Categories 68 
Appendix F : Parti cipant Feedback Form 70 
Appendix G: Qualitative Data from Participant Feedback 72 
Appendix H: Examples of Examples of Ice Breakers 
and Activities 94 
Workplace Learning and Performance 8 
Chapter One 
Introduction 
Workplace learning and performance is today's new form of 
job security. People need to learn continuously and help others 
learn as well. By developing, stretching, and continually 
challenging themselves, they build a skill base , reputation, and 
a network of contacts that help them grow. 
People must be prepared to make learning a continuing 
lifelong activity. Lifelong learning is not a privilege or 
right, it is simply a necessity for anyone, young or old, who 
must live with the escalating pace of change in the family , on 
the job, in the community, and in the worldwide society. (Cross 
1981). 
Workplace Learning and Performance (WLP) is defined as 
"The integrated use of learning and other interventions for 
t he purpose of improving individual and organizational 
performance. It uses a systematic process of analyzing 
performance and responding to individual, group, and 
organizational needs. WLP creates positive, progressive 
change within organizations by balancing human, ethical , 
technological and operational considerations" (Rothwell, 
Sanders, & Soper , 1999). 
In the workplace, an o rganization can train employees in 
areas such as historical background of the department, teamwork, 
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communication, knowledge , use and skills of quality tools and 
processes in order to improve indiv idual and organizational 
performance. 
Preview 
This paper offers a four-part discussion. Chapter One 
presents the background of the Monroe County Department Human 
Resource Department, the purpose of the project, and the 
limitations of the study. A brief overview of the curriculum and 
instructional design process of the 1998 Quality Management 
Training Program herein, referred to as QMT program and the 
enhanced 2000 Quality Management Principles Training Program 
herein, referred to as QMP training program were discussed . 
Chapter Two provides a review of related literature that supports 
the development and implementation of workplace learning 
curriculum and instructional design utilized in the QMP. This 
section explores the topics of (a) Growth of the Learning 
Society; (b) Adult Learning; (c) Training Trends; (d) Curriculum 
Design and Development; (e ) Workplace Learning and Performance; 
(f) t he Instructional Systems Design (ISO) Model; and (g) 
Quality. Chapter Three discusses the methodology of the 
Instructional Systems Design (ISD) model or sometimes referred to 
as the ADDIE method. It shows the process by which the project 
was developed . Finally, Chapter Four discusses the results of 
the project . Results include activities created, enhanced, 
and/ or modified by the devel oper , and recommendations for future 
t raining pro j ects . 
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Background 
The concept of Workplace Learning and Performance was 
initiated after the arrival of a county executive who wanted to 
see government operate more like the private sector. The new 
county executive and his team discovered that lack of resources, 
poor working conditions, and lack of training accounted for 
problems in a number of areas. They looked at multiple issues , 
and a deputy executive was appointed to examine the issue of 
training. The county ' s 5000 employees were offered no training 
other than mandatory training for public safety officials. There 
were no orientation processes for new hires, and no centralized 
training unit . The county identified people in each department 
to learn about quality management principles. Over three years, 
approximately 40 people received this training and returned to 
provide this training to their own departments. Hence, employees 
began to demand additional training opportunities. The county 
executive directed the deputy county executive and his team to 
implement a process. Two processes were created: a centralized 
in-house training unit (known as the Monroe County Human Resource 
Department) and the Quality in Government Institute (FitzPatrick 
1999). The centralized in-house training unit will be the focus 
of this paper. 
Centralized In-House Training for Quality Management 
The Quality in Government Institute supplements but does not 
replace centralized in-house training, begu n in 1998 . In-house 
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training is delivered using county staff members as instructors . 
Mandatory training for all county employees includes a two-day 
orientation for new hires as well as a one-half day class in 
quality management. Other in-house training includes, 
department-specific technical training as well as topics in 
health and safety, information management/ computer training , 
management, and supervision. 
The curriculum for the Quality in Government Institute was 
designed by Monroe Community College and approved by the county's 
training unit after a review for issues such as consistency. The 
Monroe County Quality Co aches ( QC ) designed the curriculum for 
the in-house training. 
The County's Department of Human Resources (HR), has 
increased in size because of the growing number of employees 
that work for the County. The web site 
(http:/ / www.co.monroe.ny.us/ employment/ abouthr.stm ) describes the 
different departments, which fall under Hr ' s umbrella of 
responsibilities. 
Currently, the Human Resources Department (HR ) supports the 
personnel needs of the Monroe County government. It is 
responsible for the Civil Service f unction of all local 
governmental units with Monroe County, except for the city of 
Rochester. The department provides the Civil Service exams to 
all towns, villages, school districts ( including the City of 
Rochester ) , Water Aut hority, Monroe Community College , fire 
districts (which employ pa i d fire figh t ers ), and a ll s u bu rban 
public libr a r ies. 
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Quality management principles such as quality tools, 
teamwork, customer service as well as skills in technology, 
communications, and other areas needed by public employees to 
make their agency more effective are being addressed by the 
Monroe County HR department. They have found those quality 
management principles to be useful and have expanded their 
training initiatives because of successful results. The main 
method of instruction delivery remains traditional classroom 
instruction. However, Monroe County HR Department is exploring 
other alternatives such as web-based learning, to meet the needs 
of their personnel. 
Purpose 
The purpose of this project is to create, enhance, and/or 
modify activities and curriculum for the Monroe County Human 
Resource Department's Quality Management Training Program. 
Workplace Learning and Performance curriculum development were 
used to design the framework of the program. 
1998 Monroe County Human Resource Department's Quality Management 
Training Program (QMT) 
The Quality Management Training Program (QMT program ) was 
designed in 1998 by the Monroe County Quality Coaches. These two 
sessions of training consisted of two modules: 
Module One: People Working Together 
Module Two: The Quality Tools 
Module One introduced the principle of Paradigms; the steps 
of the Change Model; Monroe County internal and external 
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customers; identified and used eleven interactive skill 
behaviors, defined when consensus has been reached; 
principles of teamwork its tools; components necessary for 
effective staff and team meetings; and demonstrated interactive 
skills. In addition, a classroom exercise for managing meetings 
was introduced. Module One was presented on the first day for 8-
hours. 
Module Two, presented to the participants a week later for 
another 8 hours, introduced the six quality tools used most 
often; the six steps in the Problem- Solving Process; and the nine 
steps in the Quality Improvement Process as parallel processes. 
Also demonstrated was the understanding of these steps in a 
classroom exercise. 
2000 Enhanced Monroe County's Quality Management Principles 
Training Program (QMP) 
The QMP training program was collaboratively worked on in 
2000 by t his developer and the Monroe County Quality Coaches. 
These two sessions of training consisted of two modules : 
Module One: History, Teamwork, and Communication. 
Module Two: Quality Processes and Quality Tools. 
Module One identified Monroe County ' s history, mission, and 
vision department statements; identified principles of teamwork 
and its tools; identified components necessary for effective 
staff and team meetings with demonstrated interactive 
communication skills and tools. Module One was 8-hour day 
training. Interactive activities were introduced . 
Module Two , presented t o the participants a week later for 
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4 hours introduced the seven quality tools used most often; the 
six steps in the Problem-Solving Process; and the nine steps in 
the Quality Improvement Process as parallel processes. Games and 
teamwork activities were added to promote teamwork and 
communication. A review of all two modules was incorporated into 
a game called "Quality Road Rally" at the end of Module Two. 
Limitations of the Project 
The main limitation of this project is that the results of 
the QMT and QMP training programs student evaluations were based 
on two different module curriculums . This may bring conflicting 
results for this project. Furthermore, different trainers were 
added to train the modules and that might produce different 
outcomes as they have different training styles. Therefore, the 
results of this project include comparison of the course content 
curriculum and instructional designs, abstracts of the activities 
and the exercises created, enhanced, or modified by the 
developer, and recommendations for future research. 
Definitions of Key Terms 
At this point in the paper, it might be useful to address 
several important definitions. 
Collaborative approach: Collaborative approaches are 
participatory. It calls for negotiation, dialogue, and 
cooperation among developers, learners, and other 
stakeholders. Curriculum planning is a joint venture. All 
interested parties work together to identify when needs 
exist. They also work as partners to conduct needs 
asses sme nts, to formulate object i v e s, t o ma ke o r buy 
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instruction keyed to the objectives, to test instruction, to 
deliver instruction, and to evaluate results ( Cookson and 
Rothwell, 1997 ) . 
Curriculum design: involves careful planning of the 
curriculum before taking action; curriculum development 
includes the gradual evolution of a plan from initial 
conception t hrough implementation (Rothwell and Stedl , 
1999 ). 
Training: is a short-term learning intervention. It is 
intended to build on individual knowledge, skills , and 
attitudes to meet present or future work requirements. In 
this context, knowledge refers to the facts and information 
necessary for performing a job or task; skills are the 
abilities associated with successful performance' and 
attitudes are feelings, typically as individuals express 
them to others (Rothwell and Kazanas 1998). 
Systematic approach: called instructional systems design 
(ISD), which is based on rigorous needs analysis, curriculum 
design, curriculum development, instructional delivery, and 
evaluation (Rothwell and Kazanas 1998 ). 
Conclusion 
This chapter presented a preview of this paper, the 
background of the Monroe County Department Human Resource 
Department, the purpose of the project; and the limitations of 
t he s t udy. Brief overv iews of how the curriculum and 
instruc tional des ign process o f the QMT and the QMP tra ini n g 
programs a nd important definitions were introduced. Chapter Two 
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provides an extensive review of related literature, that supports 
the development and implementation of workplace learning 
performance, curriculum, and instructional design utilized in the 
QMP Training Program. 
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Chapter Two 
Related Literature 
Introduction 
This paper documents the development and implementation 
of workplace learning performance, curriculum and instructional 
design utilized in the QMP training program that this developer, 
the HR and QC collaboratively worked on for the production of the 
final project. In a seven-part discussion, Chapter Two provides 
a review of related literature that supports it. In order to 
create a curriculum and instructional design that would enhance 
the growth of adult learners and their needs, we need to look at 
the history of the learning society and the influences that have 
affected its growth. 
Growth of the Learning Society 
When life was simpler, one generation could pass along to 
the next generation what it needed to know to get along in the 
world; tomorrow was simply a repeat of yesterday. However, now 
the world changes faster than the generations before and 
individuals must live in several different places during their 
lifetimes. It would be difficult to think of some way to live in 
a society changing as rapidly as ours would without constantly 
learning new things (Cross 1981). 
Research shows there are three influences that have been 
changing the growth of lifelong learning in the United States. 
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They are (1) demographic factors; (2) social change; and (3) 
technological change. 
Demographic Factors 
The influence of the baby-boom generation on American life 
has been pervasive, affecting school, recreation, the products 
marketed , and perhaps even the crime rate. As the baby-boom 
generation grew older, the pressures for educational expansion 
moved from elementary to secondary to post-secondary to adult 
education. Industry moved from emphasizing baby foods to pop 
records to recreational vehicles. Research suggests that the 
largest age group in the year 2000 will be 30 to 44 years olds, 
with a rising curve for 45 to 64 years olds (Cross 1981). 
Since the early 1950's, the demographic profile of the 
typical adult learner has not changed much. Women are still more 
likely than men to participate; whites more likely to than people 
of color are. The middle and upper classes have higher rates of 
participation than lower classes, and educational attainment 
remains the strongest predictor of future participation in 
organized learning activities (Cross 1981). 
Social Change 
Education has a generally supporting, and sometimes 
critical, role to play across a broad range of human endeavors: 
from improved job skills to enrichment of life for the 
individual, and from reducing unemployment to coping with worker 
alienation for the society. In the history of industrialized 
nations, there was a pronounced tendency to increase the 
separation between education, work, and leisure. The result was 
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termed the "linear life plan", a life pattern in which education 
was for the young, work for the middle aged, and leisure for the 
elderly ( Cross 1981). 
The rising educational level of the populace, the changing 
roles of women, early retirement, civil rights, increased leisure 
time, are changing life styles. Depending on each individual's 
circumstances, education for adults has become necessary for 
some , desirable for others, and more acceptable and attainable 
for everyone else. 
Instead of parents' passing what they have learned to their 
children, children today must learn lessons never known by their 
parents. The rare child learns the skills for his or her 
livelihood from parents. 
The significance for lifelong learning is apparent in 
today's society. The more education people have, the more 
education they want, and the more they participate in further 
learning activities. The educational system today has given 
opportunities for everyone, young, middle-aged and elderly to 
participate in lifelong learning. 
The government has also acknowledged that lifelong learning 
is an important economic resource and gives tax credit for those 
who attend college or take classes in their lifetime. Society 
has made it possible for anyone to learn by expanding the 
"classroom" settings from traditional learning at a University 
setting to web-based programs to distance learning. Lifetime 
learning is available 24 hours , 7 days a week. 
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Technological Change 
Society has the problem of keeping up with new knowledge, 
but technological change is so fast and powerful that it wipes 
out entire industries and creates new ones in a single decade. 
For example, the creation of dot.com companies, on the Internet, 
where companies are born one minute and gone the next. People of 
a technological society have the problem of adapting to 
technological change. Technological advances occur in quantum 
leaps that result not in just "more" or "better" but in radically 
"different" ways of doing things . For example, Eastman Kodak 
Company started out with film in a camera and now is expanding to 
the technological needs of the digital field to survive with 
today's needs. 
Technological change and the knowledge explosion make 
lifelong learning increasingly necessary; they also make it 
increasingly possible. Unlike our parents, the generation of 
today is changing careers at a rapid pace to keep up with the 
technological change and knowledge explosion. Our parents stayed 
at a job until retirement occurred. The generation of today 
needs to be more self-directed learners to keep up with the 
multi-media advancements, which are virtually unlimited today. 
The combined impact of demographic, social, and 
technological change have greatly grown, and it will almost 
certainly encourage the growth of the learning society. These 
impacts affect the adult learners today. 
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Adult Learning 
Training and performance improvement professionals always 
are curious about the most effective way to help adults learn and 
perform their jobs adequately. Regardless of trends or changing 
work environments, one element that remains constant is that we 
are working with adults and striving to give them skills in a way 
that respects them, what they know and what they can do (Leibler 
& Parkman, 1995). 
Over many generations, educators and psychologists have 
tried to develop different ways to develop curriculum and deliver 
instruction, practice, and experience that would enhance an 
adult's innate capacity to learn (Zemke & Zemke, 1995). Adult 
learning t heory can give practical insight to curriculum and 
instructional designers. 
Adult learners prefer knowledge or s kill that can be applied 
immediately. They are motivated to preserve their self-esteem. 
They prefer to focus on one major concept at a time, and are 
inclined to take fewer risks than children when they learn. They 
integrate new learning with what they already know and are slow 
in accepting new information that conflicts head-on with their 
experience or their values. They prefer self-directed to 
instructor-guided learning, and they learn best through open-
ended instruction in which groups of learners share experiences. 
Finally, they prefer a learning climate that is both physically, 
and psychologically comfortable, posing no threat to self-esteem 
( Rothwell & Stedl, 1999 ) . 
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Adult Learning Principles 
Using the twelve adult learning principles when designing or 
developing a curriculum or instructional program is another 
approach to help you examine potential program participants 
(Zemke and Zemke, 1995). 
1. Adults tend to be problem-centered in their outlook. They 
want programs that address the immediate problems they are 
facing in their lives and in their work. 
2. Adult learners can be motivated by appeals to personal growth 
or gain. They are motivated by a desire to improve their 
lives or future prospects. They want to know how this learning 
can be beneficial to their lives. 
3. Motivation to learn can be increased. Adult learners want to 
see how a program can help them learn. 
4. Preprogram assessment is important. Adult learners want to 
know more about the topics taught to them and the importance 
of the subject matter. 
5. Exercises and cases in programs should be realistic and should 
stem from the experiences and work settings to which program 
participants can relate. They want activities that are closely 
tied to their work or life . That they would be able to apply 
what they learn. 
6. Feedback and recognition should be planned. Adult learners 
need the opportunity to receive feedback on how well they are 
learning. 
7. Planned learning experiences should, when possible , account 
for learning-style differences. Individuals learn in 
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different ways. Adapting to their learning styles allows them 
to feel convenient in what they are about to learn. 
8. Program designs should accommodate adults' continued growth 
and changing values. Needs and interests of adults change 
through their lives. Focusing in on their values and what they 
seek and why are important factors to consider when designing 
a program. 
9. Program plans should include transfer strategies. Adult 
learners need to be encouraged to apply on the job what they 
learned off the job. This another aspect is important when 
designing a program. 
10.Adults need a safe and comfortable envirorunent in which to 
learn. This is a hard principle to achieve sometimes, because 
what is considered safe and comfortable by the participants in 
one program, may be different than what participants in 
another program consider safe or comfortable. 
11.Facilitation tends to be more effective than lecture with 
adults. The adult attention span averages with minutes. 
Adults do not want to hear lecture for hours on end. A 
program should include effective group interaction, thus 
functioning collaboratively with learners and eventually 
fostering a climate in which they can learn on their own. 
12.Activity promotes understanding and retention. Adult 
learners need opportunities to work in small groups on action-
oriented problem situations in order to understand and retain 
the program material. 
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Curriculum and instructional designers must understand the 
special assumptions and attitudes necessary for adult learning 
and transfer of learning, especially for intelligent and 
motivated adults. They must also apply sound learning principles 
to the design of the training program and the quality of 
materials. 
Transfer of Learning 
The amount of learning that trainees transfer from the 
training room to the workplace depends, mainly, on two variables: 
1. The degree of similarity between what was learned in the 
training program (and this includes how it was presented) 
and what occurs at the workplace (For example, can the 
trainee apply his or her new knowledge and skills 
directly to the job without having to modify the training 
in some way?) 
2. How easily the trainees can integrate into the work 
environment the skills or knowledge gained in the 
training program . (For example, will the work system or 
the supervisor allow or encourage the use of new skills?) 
The presence of these two variables stresses the importance 
of ref erring continually to the workplace when looking for ideas 
on how to present information or skills and when designing 
activities for the training session (Delahaye & Smith, 1987). 
When presented with new information, we unconsciously ask 
two questions: 
• Is this information valid when I compare it with experiences 
I've had in the past? 
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• Will this information be useful to me in the immediate 
future? 
The first question emphasizes the notion of moving form the 
"known · to the unknown" as well as the fact that we tend to 
remember material related to what we already know. This is why 
an assessment of the trainee's current level of learning when 
planning a training program is important. The second question 
emphasized the fact that the trainees want to know that what they 
are about to learn will be useful to them in the near future. 
Training Trends 
Organizations, and their training programs, have been 
affected by many trends in recent years. Each trend has created 
the need for training professional to take a new look at what 
they do and has created an impetus for moving beyond training as 
a solitary change strategy and instead focusing on more holistic 
approaches to enhancing human performance. 
Four trends have exerted perhaps the most profound influence 
on organizations. First, they are being challenged to keep pace 
with rapid external environmental change. Second, efforts are 
underway to establish high-performance work environments that are 
optimally conducive to human performance. Third, work activities 
are increasingly being organized in innovative ways, centering on 
teams or relying on outsourcing. Fourth, employees themselves 
are finding that they must prepared themselves for continually 
upgrading their competencies in real time(Rothwell, 1996). 
Traditional training approaches rarely work any more as the 
only effective tool for helping people meet the competitive 
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challenges they face. One reason is that they are slow and 
require too much time to design and deliver . Organizations must 
find faster ways to innovate, take advantage of innovation, adapt 
to changing competitive landscapes, and adapt to (or even 
anticipate) the human changes linked to competitive, 
technological, and social change. 
Training is a short-term learning intervention. It is 
intended to build on individual knowledge, skills, and attitudes 
to meet present or future work requirements. In this context , 
knowledge refers to the facts and information necessary for 
performing a job or task; skills are the abilities associated 
with s uccessful performance' and attitudes are feelings, 
typical ly as individuals express them to others. Training helps 
individuals meet minimally acceptable job requirements or refine, 
upgrade, and improve what they presently do. When employees 
finish their training, they should be able to apply it 
immediately (Rothwell & Stedl, 1999). That is why it is 
important to have the foundations of the curriculum design and 
development benefiting the trainers and the target audiences. 
Curriculum Design and Development 
Curriculum usually means a plan for instruction or learning 
that can have a time span of it's own from a few minutes to an 
entire lifetime of an individual or institution. Curriculum 
issues include: (1) goals and objectives of instruction; (2) the 
values underlying the goals and objectives; ( 3 ) methods of 
selecting, organizing, and delivering conte nt; ( 4 ) processes to 
facilitate learning; ( 5 ) met hods of evaluating i nt entions, 
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methods, outcomes, and the curriculum itself ; (6) instructor 
sel ection; (7) identification of learners; and (8) management of 
the setting in which the curriculum is i mplemented (Rothwell & 
Stedl, 1999). Workplace Learning and Performance pays an 
important role in the adult learner's world. 
Workplace Learning and Performance 
In Rothwell, Sanders and Soper (1999) Models for Workplace 
Learning and Performance: Roles, Competencies and Outputs , 
publication provides a recent and comprehensive re-examination of 
the research-based competency study of the emerging trends that 
was introduced to the Human Research Development (HRD) field in 
1983 by Patricia McLagan. Each study has increased general 
awareness of the importance of roles, work outputs, and 
competencies. 
Workplace Learning and Performance ( WLP ) is carried out by 
many people, such as HRD practitioners, line managers, hourly 
workers, training and development professionals, Organization 
Development professionals, employment counselors, economic 
development officials, operating managers, supervisors, in-house 
career development professionals, school-to-work coordinators, 
educators, and school guidance counselors. While job titles vary, 
people who perform WLP work share certain work roles 
( activities ), outputs (results of what they do ), competencies 
(qualities that help them achieve results), and ethical standards 
(notions of right and wrong ) . All these factors are affected by 
emerging trends. Workplace Learning and Performance practitioners 
devote their time and attention to the broad goals of: 
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1. Helping individuals, teams, and organizations 
anticipate or adapt to change; 
2. Increasing individual, team and organizational 
performance; and 
3. Improving the quality of life at work. 
These goals may be achieved through many learning and 
organizational interventions (change efforts). A learning 
intervention is any activity requiring learning from individuals, 
teams, or organizations. Some examples of learning interventions 
may include employee development, employee education, and 
training. An organizational intervention is any activity 
requiring the management of the organization to change the work 
environment in which people perform. These interventions may 
include making changes to employee selection systems, reward or 
incentive systems, organizational design, tools and equipment, or 
any other issues affecting what people do and how they perform, 
and any changes made to the work place in which they carry out 
their daily work. 
However, what does this mean to the average person? 
Learning refers to a change process based on the acquisition of 
new knowledge, skills, or attitudes that can occur on the job, 
near the job, and/or off the job. Technology makes it possible 
to perform, and learn, and work anywhere at any time. 
Performance refers primarily, but not exclusively to any results 
or outcomes of meaningful efforts. An intervention is a 
corrective course of action . Interventions can be focused on 
solving problems, or focused on discovering new opportunities for 
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performance improvement. Seizing new opportunities such as 
training on the Web; can increase productivity in the workplace 
by taking advantage of new technology increasing the employees 
skills and knowledge and attitudes towards the workplace and 
their training. 
Instructional Systems Design (ISD) can also be planned 
informally and carried out during work activities and is 
delivered off-the job, near-the job, or on-the-job, to 
individuals or to groups. 
Instructional Systems Design Process 
Instructional Systems Design (ISD) is often called SAT 
(System Approach to Training) or ADDIE (Analysis, Design, 
Development, Implement, Evaluate) refers to the process of 
instructional program development from start to finish. Many 
models exist for use by different levels of instructional 
designers and for different instructional purposes; however, the 
process can be summarized into five general phases of Analysis, 
Design, Development, Implement, and Evaluate. 
So, why ISO? Simply stated, this process provides a means 
for sound decision making to determine the who, what, when, 
where, why, and how of training. The concept of a system approach 
to training is based on obtaining an overall view of the training 
process. It is characterized by an orderly process for gathering 
and analyzing collective and individual performance requirements, 
and by the ability to respond to identified training needs. The 
application of a systems approach to training insures that the 
training programs and the required support materials are 
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continually developed in an effective and efficient manner to 
match the variety of needs in an ever rapidly changing 
environment(Leibler and Parkman, 1995). 
The ISO model is a tool for solving many types of 
performance problems. However, designers must step back to see 
where they are going, otherwise the tool will control them , 
instead of them controlling the tool. The value of 
instructional design and using the ISO model in the workplace 
stands or falls by the "success" or "failure" of the learner on 
the job. Can the learner perform effectively on the job or not? 
The five phases of the ADDIE model are ongoing activities 
that continue throughout the life of a training program. After 
building a training program, the other phases do not end once the 
training program is i mplemented. The five phases are continually 
repeated on a regular basis to see if further improvements can be 
made. 
The five phases of the ISO (ADDIE) process are: 
Analyze 
The Analyze phase is the foundation for all other phases of 
instructional design. During this phase, you must define the 
problem, identify the source of the problem and determine 
possible soluti ons. The phase may include specific research 
techniques such as needs analysis, job analysis and task 
analysis. The outputs of this phase often include the 
instructional goals, and a list of tasks to be instructed. These 
outputs will be the inputs for t he Des ign phase. 
Design 
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The Design phase involves using the outputs from the Analyze 
phase to plan a strategy for developing the instruction. During 
this phase, you must outline how to reach the instructional goals 
determined during the Analyze phase and expand the instructional 
foundation. Some of the elements of the Design Phase may include 
writing a target population description, conducting a learning 
analysis, writing objectives and test items, selecting a delivery 
system, and sequencing the instruction. The outputs of the Design 
phase will be the inputs for the Develop phase. 
Development 
The Development phase builds on both the Analyze and Design 
phases. The purpose of this phase is to generate the lesson plans 
and lesson materials . During this phase you will develop the 
instruction, all media that will be used in the instruction, and 
any supporting documentation. This may include hardware (e . g. , 
simulation equipment) and software (e.g., computer- based 
instruction). 
Impl ementation 
The Implementation phase refers to the actual delivery of 
the instruction, whether it's classroom-based, lab-based, or 
computer-based. The purpose of this phase is the effective and 
efficient delivery of instruction. This phase must promote the 
students' understanding of material, support the students ' 
mastery of objectives, and ensure the students' transfer of 
knowledge from the instructio nal setting to the job . 
Evaluation 
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This phase measures the effectiveness and efficiency of the 
instruction. Evaluation is a thread running throughout all phases 
of the ADDIE model. It is a cyclical process in which evaluation 
is linked to every phase to ensure accountability and quality. 
Evaluation is often used to make a decision about the instruction 
(such as whether to purchase an instructional package or 
continue/ discontinue instruction). 
The ADDIE model was used in methodological process and will 
be discussed in Chapter 3 of this paper. 
Understanding adult learners, applying the learning 
principles, allowing the transfer of learning to occur, looking 
at what the workplace learning and performance and the ISD model , 
bring together the important aspects in designing a curriculum or 
instructional design program. The Monroe County Department's 
Quality Management Training Program contained many topics of 
interest for the workplace adult learner. One of the focuses was 
on Quality. This next section highlights the importance of 
Quality. 
Quality 
As Dr., Malcolm Knowles was making maj or contributions to 
the relatively new discipline of Group and Organization 
Development. He was also recognized as one of the most important 
contributors in the 20th Century to the field of Adult Education. 
About the same time, Dr . W. Edward Deming was introducing Japan 
to the importance of quality and the application of Statistical 
Thinking. He was called the Father of the New Industrial Age and 
the Founder of the New Economic Era. The lives of people in all 
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industrialized countries have been changed as a result of his 
visits to Japan in 1950 and his work around the world then and 
ever since then (Scholtes, 1988) . 
Deming made a name for himself by popularizing a method of 
statistical analysis that helped minimize variation and control 
the quality and consistency of manufacturing output. Since then, 
he has developed a theory of quality management that is rooted in 
an understanding of power and persuasiveness of variation and how 
it affects the process of production. The process of the 
delicate interaction of people, machines materials, and the 
environment. 
Deming' s all-encompassing blueprint for ensuring quality, 
known as the Fourteen Points of Management, ties together 
process- oriented management ideas into a single holistic vision. 
The vision of how to help companies anticipate and meet the 
desires of t he customer. Deming does this by fostering a better 
understanding of "the process" and by enlisting the help of every 
empl oyee, division, and supplier in the improvement effort. 
Deming created a new belief system that workers and 
executives could share. While change will come faster than ever 
before, in today's society, they are far better prepared to face 
it, not as a threat but as an opportunity for growth and 
improvement both for themselves and for their companies . 
Deming's principles are embraced by pioneers in government and 
education e ven today (Gabor, 1990) . 
For decades, American business and industry have focused 
their quality efforts on their products rather than on the 
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processes used in the day-to-day operations that create products 
and services for their customers. As customers demand ever-
higher levels of quality in their products and services, we must 
keep pace by continually improving our own processes. 
Researchers in this arena now agree that focusing on continuous 
improvements of the core business and processes within an 
organization will lead to the most meaningful, long-term 
improvements and production of the highest-quality products and 
services. 
The difficulty in defining quality is to translate future 
needs of users into measurable characteristics so that product or 
services can be designed and built to give satisfaction at a 
price the user will pay. "The improvement of quality is not so 
easy, as Dr. Walter Shewhart was once quoted as saying, and as 
soon as one feels fairly successful in the endeavor, he finds 
that the needs of the consumer have changed, competitors have 
moved in, there are new materials to work with, some better than 
the old ones, some worse; some cheaper than the old ones, some 
dearer" (Latzka & Saunders, 1980). 
The central, unifying concept of every quality approach is 
that everything an organization does is a part of a continuous 
improvement process . In industry, continuous improvement means 
that no process, product, or service ever attains perfection. It 
is only through deliberate, ongoing, positive changes that an 
organization can keep up with the expectations of its customers 
and with the quality of its competitors . Applying these quality 
processes and adult learning techniques to employees through 
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curriculum and instructional design can enhance their workplace 
learning and performance. 
The first step in the development phase involved an 
extensive examination of related literature that supports the 
development and implementation of enhanced curriculum and 
instruction design utilized in the Quality Management Principles 
program for Monroe County. The following chapter discusses the 
methodology followed to conduct the project. 
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Chapter Three : Methodology 
Introduction 
The purpose of this project is to create, enhance, and/or 
modify the curriculum and instructional design and activities for 
the Monroe County Human Resource Department's Quality Management 
Training Program (QMT)to include activities and participant 
interaction. Workplace Learning and Performance curriculum and 
instructional designs were used to design the framework of this 
program. 
Monroe County Quality Coaches provided this developer with 
the curriculum and instructional design of their program 
presented in 1998. This developer made enhancements to both the 
curriculum and instructional design of both modules of the 
Quality Management Training Program (QMP). 
Chapter One p r esented the background of the Monroe County 
Department Human Resources Department and how the centralized in-
house trai ning was developed along with the Quality in Government 
Institute Training Program. Chapter Two provided a review of 
related l i terature that supports the development and 
implementation of workplace learning curriculum and instructional 
design utilized in the QMP training program. The curriculum and 
instructional design in Workplace Learning and Performance were 
discussed. Other topics included the Growth of the Learning 
Society, Adult Learning, and Quality. 
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In a two-part discussion, Chapter Three discusses the 
methodology followed to conduct the process of the project. The 
target population is discussed as well as Rosenberg's ADDIE 
model • . ( ADDIE is an acronym created from the first letters of 
the words analysis, design, development , implementation (or 
instruction ) and evaluation, and model used to conduct the 
project . For the purposes of this project , this model was 
adapted to meet the specific needs of the process: 
1. Analysis: (analysis of training needs) An instructional 
need is discovered. Someone or a team of people in the 
organization looks for a person who is capable to examine the 
organizational environment, the prospective participants, and 
the work demands and expectations that will affect the eventual 
application planned learning. They also need to distinguish 
instructional needs from non-instructional needs , thus 
distinguishing performance gaps. Once these needs are 
examined, a needs assessment and analysis takes place. 
2. Design: (design of training curriculum ) Instructional 
Designers undertake the task of determining how to meet an 
instructional need or solve a performance program. Course 
content, input from the analysis phas e, becomes the essential 
input that is transformed into objectives, specification, and 
instructional strategy . 
3. Development: (development of training curriculum) 
Instructional Designers translate ins tructional design 
i n format i o n and i deas about materi a ls, and instruc t iona l 
strategi es into instructional ma t erials to be impleme n ted. Al l 
Workplace Learn ing and Pe rformance 3 8 
materials are initially tried out to ensure that they are 
effective and conform to criteria established in the design 
phase. They are revised as necessary before implementation. 
4 • . Implementation: (implementation-delivery) Instructional 
Designers monitor instructor performance, participant progress, 
and instructional outcomes so if difficulties arise, they can 
be detected and resolved. At this phase , the instructional 
results should match the instructional objectives. Results may 
be affected by variables beyond instructor's control , including 
participants' motivation levels and abilities and the climate 
of the instructional and work settings. 
5. Evaluation: This phase runs throughout all phases of the 
ADDIE model. It is important to regard the evaluation phase 
not as a linear process in which each phase follows the 
previous phase , but as a cyclical process in which evaluatio n 
is linked to every phase to ensure accountability and quality. 
At this part in the process, the instructional designer works 
to disengage while ensuring that improvement will continue 
after his or her departure. This step is possible because the 
knowledge and skills have been transferred to the 
Figure 1: The Instructional. Systems Design (ADDIE Model) 
Analysis Design Development Implementation Evaluation >--
Rosenberg, 1982. pg.40. c September 1982, Trailing & Development. American Society for Training and Development. 
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organization's trainers. 
Figure 1 reveals an illustration of the ADDIE Model. 
Target Audience 
The target audience for the QMP training program consists of 
Monroe County employees. County job titles range from a 
maintenance worker to a district attorney who has been on the job 
for six months to a year. 
Approval of the created, enhanced, modified curriculum and 
instructional design and/ or activities were obtained from the 
Department of Monroe County trainers who designed this program in 
1998 and t r ained the two modules of the QMT program. These 
participants included Joan Termini, the Human Resource training 
instructor and her assistant, Karen Frisch, as well as several 
Quality Coaches of the two modules that deliver the training in 
the QMT program. Each module had two trainers t hat deliver the 
training for that module . These individuals held positions 
within the various departments of Monroe County, and volunteered 
to perform the training for the Human Resource Department. They 
are known as the Monroe County Quality Coaches (QC). 
The Process 
The developer and the Monroe County Quality Coaches 
collaboratively worked as a team using an adapted version of 
Rosenberg's ADDIE model. (ADDIE is an acronym created from the 
first letters of the words analysis, design, development, 
implementation (or instruction ) and evaluation. This model help 
guide them through the research process. The following s ection 
will illustra t e t he steps t ake n to c omplete this project . 
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Analysis. The Director of the Human Resource Development 
Program at St. John Fisher contacted the developer regarding a 
project proposal. The project proposal was to create, enhance, 
and/ or modify the curriculum and instructional design and 
activities for the Monroe County Human Resource Department's 
current, two-part module Quality Management Training Program. 
Figure 2 shows the Analysis phase of the ADDIE model. 
Ejgure 2: The Analysis Phase of the ADDIE Model 
INPUTS 
Qganizaional 
Needs 
Leamer Needs 
Job Needs 
OUTCOMES 
Rosenberg, 1962, pg.45. c September 1962, TraiWlg& Developmert, American Society fer Training and Development. 
In W. J. Rotlll.eU, R. & P.S. Cookson(Eds.), Be,G1d instru::tion:Cal1lfehensi11e program plaming fer business and education 
{pp.196). &rl Francisco: Jossey-Bass. 
A meeting was set to further discuss the e xpectations and 
time line of the project. Participants included Monroe County's 
training instructor and assistant, and the developer. It was 
decided that the Monroe County trainers who delivered the modules 
would also be included in the process by providing the developer 
with comments throughout the process. Furthermore , the County 
and developer entered an agreement outlining the deliverables and 
outcomes of the project (see Appendix A). 
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This team of people from the county helped the developer 
examine the organizational environment, background on the 
prospective participants, and the work demands and expectations 
that would affect the eventual application planned learning. 
They also examined the differences between the instructional 
needs from non-instructional needs, from the various County 
departments and discussed the performance gaps for each area. A 
needs assessment took place before the project was given to the 
developer. Because of this needs assessment, a draft copy of the 
proposed curriculum was given to the developer. (see Appendix 
B). 
It was also decided that the developer would draft proposed 
ideas for each module and meet with the Monroe County's training 
instructor or assistant a week before the Monroe County Quality 
Coaches held their monthly meeting to obtain comments and/ or 
feedback on the project's process. 
Design. The developer took the proposed curricu lum, packets 
of the training modul es with trainer's notes, information from 
the analysis phase meeting and began to undertake the task of 
determining how to meet the proposed need of the current program. 
Objectives, specifications, and instructional strategy were then 
developed by doing extensive research into topics such as 
teamwork, communication skills, and quality processes and their 
use of quality tools. 
In order to obtain more background information on how 
quality is used in the County workplace, the developer attended a 
o ne-day Monroe County Quality in Government Day conference at the 
Workplace Learning and Performance 42 
Rochester Museum and Science Center, held by the Monroe County 
Department of Human Resources. This conference gave the 
developer an opportunity to meet the other trainers and see 
Fjayre 3: The Design Phase of the ADDIE Model 
lrFIJTS 
CCll.-se Contert -1 (Skills & 
Kn:mtedge) 
..__ ___ _.. 
Design lnstn.dional 
Objectives 
OUTCOMES 
Test Specifications 
l Material 
1
..._.___,,1.__Si_pa_cifi-1catl-·ons _ _. 
L..eamer Needs 
Rosenberg, 1 ~ pg.47. c September 1 ~ Traniig & Deve/oprlent , America1 Scciety for Training and De..eopmert. 
In W. J. Rcthwell, R. & P.S. Cod<scn(Eds.), Be~ instn.dion:Canprehensive progran plcrnrg for business and education 
(pp.197). Sai Frcricisco: Jossey-Bass. 
interesting quality projects in action. This also fostered ideas 
for the project. 
Figure 3 shows the Design phase of the ADDIE model. 
Development . This phase of the ADDIE model pertains to the 
development of the training curriculum. The designer translated 
the instructional design information, researched activity and 
exercise materials, and began putting all the information 
obtained from the Design phase into the student materials and 
instructor materials. Since these modules did not require test 
outcomes, activities and/or exercises were placed into the 
instructional design. All materials were given at the monthly 
Quality Coaches meetings to ensure that they were effective and 
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conformed to criteria established in the design phase. They were 
revised as necessary before implementation. 
Figure 4 shows the Development phase of the ADDIE model. 
Figure 4:The Development Phase of the ADDIE Model 
IM'UTS 
Test Specifications 
M<terial 
Specificaticns 
~t 
OUTCOMES 
Rosenbe'g, 1~ pg.48. c September 1 ~ Trailhg & Development , America-i Society for Tr.ilirg am Ciel.El~. 
In W. J. RahNell, R. & P.S. Coc:ksal(Eds.). Beycrd inslru::tion:Canpfehensive progran plcrnrg for business am education 
(pp.198). San Frcrcisco: Jossey-Bass. 
Implementation. In the months of November and December of 
2000, the developer, training instructor, and assistant met. A 
final draft was given to the county for approval with the 
trainers during their regular meeting. Computer disks with the 
modules, activities and exercises were handed off for the 
implementation portion of this project. 
On January 23, 2001 implementation of the modules were 
presented. (See Appendix C for Director's Letter ) Module One was 
presented, for 8 hours and Module Two, a week later January 30, 
2001 for 4 hours. This part of the process was taken over by 
Monroe County training instructor, assistant and the Monroe 
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County Quality Coaches; the developer was not a part of the 
training process of this project. 
Figure 5 shows the Implementation phase of the ADDIE 
model. 
Figure 5 : The Implementation Phase of the ADDIE Model 
INPUTS 
Instructor 
All Developed 
Course 
Training Facilities 
/Environment 
l"l>lementation 
OUTCOMES 
Delivered Training 
Rosenberg, 1982, pg.49. c September 1982, Trahing & Development, American Society for Training and Development. 
In W . J . Rothwell, R. & P.S. Cookson(Eds.), Beyond instruction:Comprehensive program planning for business and education 
(pp.199). San Francisco: Jossey-Bass. 
Evaluation. This phase runs throughout all phases of the 
ADDIE model. It is important to regard the evaluation phase not 
as a linear process in which each phase follows the previous 
phase, but as a cyclical process in which evaluation is linked to 
every phase to ensure accountability and quality. At this part in 
the process , the developers' work is completed . It is now time 
to disengage while ensuring that improvement will continue after 
his or her departure. This step is possible because the 
knowledge and skills have been transferred to the organization's 
trainers. The project belongs to the Monroe County Department of 
Human Resources and will be enhanced several times as the 
participants, trainers, and organization's needs change 
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throughout the years. Some of the curriculum and instructional 
design processes were adapted as an official part of the Quality 
Management Principles training program. A statement of closure 
between the developer and Monroe County was delivered to the 
Monroe County Department of Human Resources in March 2001 ( see 
Appendix D) . 
The final step in the evaluation process involves an 
examination of the results as well as a discussion of future 
recommendations . The following chapter discusses the results of 
the project. Since the results may be affected by variables 
beyond instructor control, including participants' motivation 
levels and abilities and the climate of the instructional and 
work settings, this developer focuses on the comparison of the 
course content c urriculum and instructional designs , abstracts of 
the activities the and exercises created, enhanced, or modified 
by the developer, and recommendations for future training 
projects. 
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Chapter Four 
Results 
Introduction 
Monroe County Quality Trainers and Coaches provided this 
developer with the curriculum and instructional design of their 
program presented in 1998. It consisted of a two- day, eight 
hour session module . The modules were: 
Day One: Module One: People Working Together 
Day Two: Module Two: The Quality Tools 
The purpose of this developer's project was to create, 
enhance, and/ or modify the curriculum and instructional design 
and activities for the Monro e County Human Resource Department's 
Quality Management Training Program to include activities and 
participant interaction. Workplace Learning and Performance 
curriculum and instructional designs were used to develop the 
framework of this program. 
The Quality Trainers and Coaches requested that this 
developer modify the modules to one and a half-day session with 
eight hours for Day One and four hour s for Day Two. The 
developer devised the comparison of 1998 (Before ) and 2000 
(After) Day One and Day Two Modules as seen in Figure 6 and 
Figure 7 . 
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Figure 6: Comparison of 1998 ( Before) and 2000 (After ) - Day One 
County of Human Resource Quality Management Project 
QUALITY MANAGEMENT TRAINING QUALITY MANAGEMENT PRINCIPLES 
(QMT) 1998 (Before) (QMP) 2000 (After) 
Module One Module One 
People Working Together History, Teamwork, Communication 
Dav One - 8 Hours Dav One - 8 Hours * 
Introduction Introduction 
• Housekeeping • Housekeeping 
• Objectives • Objectives 
• Expectations • Expectations 
Quality Principles Quality Management - History 
• Defined/ key concepts • Basic Concepts 
• What Quality is/is not • Values 
• Key Result Areas 
• County MissionMsion 
• Participant's Role in Countv 
Change Model Teamwork 
• Paradigm • Elements of an Effective Team Member 
• Video • Characteristics of an Effective Team Member 
• Stages of Team Development 
• Murohv Brown Video 
Customers Communication 
• Who they are? • Interactive Skills 
• Interviewing 
• Paradigm 
• Conflicts 
• Brainstorming 
• Consensus 
Interactive Skills Effective Meetings 
• How to Communicate • Agendas 
• Meeting Roles 
• Interactive Skills at Meetings 
• Minutes 
• Lost at Sea Activitv 
Quality Process Tools - Introduction to Concepts 
• Brainstorming 
• Clarify/Reduce 
• Consensus 
• Pareto Voting 
• lnterviewina 
Teams 
• What teams are 
• Murohv Brown Video 
Meetings 
• What they are 
• Lost at Sea Activitv 
* See Appendix E for Activities and Icebreakers used throughout Modules One and Two. 
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Figure 7: Comparison of 1998 (Before )and 2000 (After) - Day Two 
County of Human Resource Quality Management Project 
QUALITY MANAGEMENT TRAINING QUALITY MANAGEMENT PRINCIPLES 
(QMT) 1998 (Before) (QMPl 2000 (After) 
Module Two Module Two 
The Quality Processes/Tools Quality Tools & Processes 
Dav Two- 8 Hours Dav Two - 4 Hours ** 
Introduction Introduction 
• Housekeeping • Housekeeping 
• Objectives • Objectives 
• Exoectations • Exoectations 
Quality Processes Quality Tools - Overview and examples 
• Key concepts • Brainstorming 
• Continuous Improvement Cycle • Checklists 
• Quality Improvement Process • Interviewing 
• Problem Solving Process • Flowcharts 
• Quality Improvement Process Vs Problem • Weighted Voting 
Solving Process • Criteria Rating Matrix 
• Pareto Analysis 
• Fishbone Diagram 
• Histograms 
• Flowcharts 
• Gantt Charts 
Quality Tools - Overview with class exercises Quality Processes 
• Weighted Voting • Quality - What it is 
• Fishbone Diagram • Continuous Improvement Cycle 
• Histogram • Problem Solving Process 
• Criteria Rating Matrix • Quality Improvement Process 
• Flowcharts • Quality Improvement Process Vs Problem 
• Action Plan/Gantt Chart Solving Process 
• Brainstorming 
• Pareto Voting 
• Interviewing 
• Meeting Agenda 
• Meetino Minutes 
Evaluation of Class Quality Road Rally Game 
• Certificate of completion • Overview of all concepts from Module One and 
Two 
Evaluation of Class 
• Certificate of comoletion 
**See Appendix E for Activities and Icebreakers used throughout Modules One and Two. 
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Chapter Four will provide background information about the 
project, by discussing the methodology requirements in Chapter 
Three. Then it will be followed by the presentation of the 
results and future recommendations for the Monroe County 
Department of Human Resources. 
Background of Methodology 
The developer adapted the version of Rosenberg's 1982 
Instructional Systems Design (ISO), which is known as the ADDIE 
model and includes the five stages of: analysis of training 
needs, design of training curriculum, development of training 
curriculum, implementation (delivery), and evaluation. ADDIE is 
an acronym created from the first letters of the words analysis, 
design, development, implementation (or instruction) and 
evaluation. Figure 8 illustrates the Instructional Systems 
Design (ADDIE) model. 
Figure 8 : The Instructional Systems Design (ADDIE Model) 
Analysis Design Development Implementation Evaluation 
-
Rosenberg, 1982, pg.40. c September 1982. Training & Development, American Society for Training and Development. 
In W . J . Rothwell, R. & P .S. Cookson(Eds.). Beyond 1nstruction:Comprehensive program planning for business and education 
.195 . San Francisco: Josse -Bass. 
Figure 9 documents the steps taken by the developer through 
each phase of this process. These steps were followed to the 
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completion of the final product f or the Monroe County Department 
o f Human Resources. 
Figure 9: Methodology of Training Requirement s Using 
!SD Model 
Methodology 
Of Training 
Requirements 
I 
I I I I I 
Phase I Phase II Phase Ill Phase IV Phase V 
Anal~ze Design Devel OE lmQlement Evaluate 
I I I I 
Analyze Develop Research Draft Internal 
1998 QMT Learning Activities NewQMP Evaluation 
Manual Objectives for New Manual to Human 
Day 1 & 2 NewQMP QMP HR Resource 
HRT& Manual Manual Trainers Trainers 
I I I I 
Design Research Draft Internal Material Review Layout for NewQMP Evaluation Learning NewQMP for New Manual to Quality Objectives Manual QMP Quality Coaches Manual 
I Cn~r,hes I I I Ana yze Design Revi~w & Activities Draft Revise 
& Content Sequence Enhance Feedback 2000 
Material & Structure Existing from HR QMP (Adult Curriculu Trainers & Training Learners) m Materi~I Coaches 
I Program 
Develop 
Instruction 
and 
Activities 
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Results of the Project 
This developer received qualitative information of results 
from the participants that have taken the QMP training program 
thus far. The Monroe County HR Department trainers furnished me 
with the qualitative data and participant's responses to their 
response sheet. (See Appendix F and G). Although valuable 
qualitative data, I, as the developer, could not use it in my 
results of this project. As stated in the beginning of this 
paper, the main limitation of this project is that the results of 
the QMT and QMP training programs student evaluations were based 
on two different module curriculums resulting in conflicting 
results for this project. Furthermore, different trainers were 
added to train the modules and that might produce different 
outcomes as they have different training styles. Therefore, the 
results of this project include comparison of the course content 
curriculum and instructional designs, abstracts of the activities 
and the exercises created, enhanced, or modified by the 
developer, and recommendations for future training projects. 
Activities Enhancements/Created 
Appendix H shows the examples of the icebreakers and 
activities designed for the QMP training modules. Providing the 
different types of icebreakers and activities for this training 
module allows the opportunity for participants to explore 
learning content. It adds variety and increases energy and 
interest , leading to a higher quality of learning, to deeper 
understand, and to better application o f results "on the job." 
Although the 1998 QMT training program had some exercises, it 
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needed to be more interactive and user-friendlier. Because of 
these enhancements, the trainers are able to present the material 
with a much more creative approach to learning. This developer 
created an activity called "Quality Road Rally" which 
incorporated all the module information in a fun, team activity 
process that reviewed all the learning content from both modules. 
Developer's Observations 
This project was a learning opportunity and exciting 
endeavor for this developer. Learning about the different 
aspects of county protocols and procedures, meeting with the 
trainers and quality coaches, and working to produce a "training 
product" was a valuable learning experience from both a personal 
and professional point of view. This developer learned her 
strengths as well as developed her weaknesses. Quality, a 
listening and communication skill by both parties was a major 
part of this project's success. Because of these observations, 
this developer would like to pass on some future suggestions for 
the Monroe County HR Department training programs. 
Future Suggestions 
This developer would like to suggest the following to be 
considered or adopted in the Monroe County HR Department: 
• 
• 
The development of HR Training Curriculum Workshops for 
Quality Coaches that would cover adult learning, the different 
learning styles and presentations. 
Mentoring program to be adopted for Quality Coaches and new 
trainers for support and learning. This would allow team-
teaching. 
• 
• 
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Quality training classes that involve small department groups 
to work together with the supervisor on individual projects 
using the quality tools and processes. 
Advanced Quality classes that would incorporate "real" case 
studies from the county to problem solve. 
Conclusion of Project 
Workplace Learning and Performance (WLP) is defined as 
"The integrated use of learning and other interventions for 
the purpose of improving individual and organizational 
performance. It uses a systematic process of analyzing 
performance and responding to individual, group, and 
organiz ational needs . WLP creates positive, progressive 
change within organizations by balancing human, ethical, 
technological and operational considerations" (Rothwell, 
Sanders , & Soper, 1999). 
The Monroe County Human Resource Department wanted to 
improve individual and organizational performance in the Quality 
Management Principles training program by utilizing the Workplace 
Learning and Performance curriculum design. Using the ISD Model 
as a framework, the project was completed. 
The purpose of this project was to create , enhance, and/or 
modify activities and curriculum for the Monroe County Human 
Resource Department 's Quality Management Training Program. The 
developer provided the Monroe County HR Department with a total 
of 22 new activities and icebreakers; one Quality Road Rally 
Game; a new curriculum layout; and up-to-date research f or both 
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modules in the areas of History, Teamwork, Communications and the 
Quality Tools and Processes. 
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Appendix A: Deliverables and Outcomes of Project 
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Deliverables and Outcomes of Project* 
Organizational Needs and Objective 
The Monroe County Human Resource Department, a County-based 
training department, is interested in updating their 1998 Quality 
Management Training Program. Workplace Learning and Performance 
curriculum development were used to design the framework of the 
2000 Quality Management Principles training program. 
Workplace Learning and Performance (WLP) is defined as 
"The integrated use of learning and other interventions for 
the purpose of improving individual and organizational 
performance. I t uses a systematic process of analyzing 
performance and responding to individual, group, and 
organizational needs. WLP creates positive, progressive 
change within organizations by balancing human, ethical, 
technological and operational considerations" (Rothwell, 
Sanders, & Soper, 1999 ) . 
Objectives 
A brief literature review of rel ated literature that 
supports the development and implementation of workplace learning 
curric ulum and instructional design utilized in the development 
of the 2000 Quality Management Principles training program was 
e xplored. Topics such as, Growth of the Learning Society; Adult 
Learning; Training Trends; Curriculum Design and Development; 
Workplace Learning and Performance; the Instructional Systems 
Design (ISD) Model; and Quality were reviewed. 
Development 
The methodology of the Instructional Systems Design (ISD ) 
model or sometimes referred to as the ADDIE model will s how the 
process by which the project was developed. 
Outcomes 
Results include activities created, enhanced, and/ or 
modified by the developer, and recommendations for future 
training projects. 
The overall purpose of this project is to create, enhance , 
and/ or modify activities and curriculum for the Monroe County 
Human Resource Department's Quality Management Training Program. 
*The Project Statement Between Developer & County HR I see 
Appendix D. 
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Appendix B: 1998 County Proposed Curriculum to Enhance 
Workplace Learning and Performance 63 
QUAUTY MANAGEMENT CURRICULUM 
DRAFT 
New Employee 
Currently a 2 day training 
New Curriculum would be 1 -1/2 days 
•:• History 
Quality Management history 
QM in Monroe County 
Principles/ Core Values 
Mission/Vision of Monroe County (Individual department Mission) 
Success Stories 
·:· Meetings 
Roles 
Agenda development 
Interactive Skills (Communication) 
Consensus 
Teamwork 
Diversity 
•:• Analytic Approach 
Measurement/Data Analysis 
Tools 
Brainstorming - combing Pareto 
Flowcharting 
Criteria Rating 
Processes 
FUTURE TRAINING 
·:· Advanced Tools offered twice a year 
•:• QIP & PSP offered just in time (either through QC facilitating the team or QC 
conducting a formal training session). 
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Appendix C: Monroe County Director ' s Le tter 
MONROE 
COUNTY 
John D. Doyle 
County Executive 
fO: Distribution 
FROM: Elizabeth H. Riley, Director 
DATE: March 21 , 2001 
SUBJECT: Revised Quality Management Cuniculum 
Elizabeth H. Riley 
Director 
Last spring you and members of your management staff completed a survey on Quality 
Management Principles training (Attachment 1). The resulting information was compiled and 
analyzed by the Quality Coaches. 
65 
Based on the information received, the Quality Coaches implemented a new curriculum for Quality 
Management Principles on 1123/01 and 1/30/01. The new cuniculum has a greater emphasis on 
Communication and Teamwork. The new design also reduced the training time required by 2.5 
hours. The schedule now consists of a full first day, from 8:30 AM - 4:30 PM and a shortened 
second day, from 8:30 AM - 1:00 PM. 
The first day covers the County Strategic Framework and departmental Strategic Frameworks, 
Teamwork, Communication and Meeting Skills. The second day consists of an overview of the 
Problem Solving Process, the Quality Improvement Process and a review of the basic quality tools. 
For your convenience I have also attached the Quality Coaches new brochure which outlines the 
many services they can provide to your department. (Attachment 2) 
I would like to thank the Quality Coaches for listening to their customers and incorporating the 
suggestions into the Quality Management Principles cuniculum to better meet your needs. 
EHR/JDT/jdt 
Attachments 
Distribution 
Department Heads 
Departmental Quality Training liaisons 
Quality Coaches 
210 County Office Building • 39 West Main •Rochester, New York 14614 - 1471 • (7 16/ 428-5550 • FAX/428-3328 • TTY/428-549 1 
hnp://www.co.monroe.ny.us 
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Appendix D: Project Statement between Developer and County HR 
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Insert Statement here 
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Appendix E: Activities and Icebreakers in Module Categories 
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Activities and Icebreakers in Module Categories 
1\ctlvity Name Module Introductions/ Bridges Teamwork Communication Quality 
Modules 1 or 2 Process!Tools 
Top Ten Questions 1 x 
Trainers are Asked 
3-Minute Test 1 x 
Diversity - So much in 1 x x 
common 
Customer Needs 1 (Historv) 
Oualitv Tools 2 x 
Diversity: Jigsaw 1 x 
Puzzle 
Icebreaker: Sign in 1or2 x 
Please 
Rel av 1 x x 
Human Machines 1 x x 
I Am ... 1or2 x x x 
Stretch Monitor 1or2 x x 
Eaa Yolks: 2 x 
Oualitv: 99.9% 2 x 
Nines: 2 x 
Number Game 1or2 x x 
Introduction 1or2 x 
Conflict: Thumbs Uo 1 x 
Consensus: Is it a Go 1 x 
or No Go 
Brainstorming: What 2 x 
If? 
Customer Needs: The 1or2 x x 
mind is a wonderful 
Thina. 
Meetings: How did 1 x 
this meeting Go? 
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Appendix F: Participant Feedback Form 
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PARTICIPANT FEEDBACK 
)uality Management Principles 
'hank you for taking the time to complete this evaluation. As our customer, your input 
: > critical in determining the future success and direction of Quality Training for Monroe 
.. ' ty ~.10Un . 
Day 2 
Session Topic Date 
Low 
1 2 
1. The written materials were helpful in developing an 
understanding of the concepts being taught. 1 2 
2. The class exercises enhanced my understanding. 1 2 
3. The videotapes furthered my understanding. 1 2 
4. The trainer answered my questions to my satisfaction. 1 2 
5. The trainer encouraged participation during the class. 1 2 
6. Overall satisfaction 
very low low average high 
7. What was the most beneficial part of this class to you? 
3. What was the least beneficial part of this class? 
What would you suggest to improve this class? 
Developed by Monroe County, NY Quality Coaches 3/01 
3 
3 
3 
3 
3 
3 
High 
4 
4 
4 
4 
4 
4 
very high 
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Appendix G: Qualitative Data from Participant Feedback 
Month 
Trained 
Jan 
Februarv 
March 
Aoril 
June 
July 
Seot 
Dec 
TOTAL 
::~V.~AA~~t 
Month 
Trained 
Jan 
Februarv 
March 
April 
June 
July 
Seot 
Dec 
Question 1 
Written 
Materials 
3.79 
3.69 
3.25 
3.57 
3.50 
3.13 
3.33 
3.25 
27.51 
:::::::::3::44::::::::: 
Question 1 
Written 
Materials 
3.31 
3.50 
2.88 
3.31 
2.63 
3.17 
3.13 
3.25 
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Quality Management Training 
1998 Curiculum 
Participant Feedback-Questions 1-6 
D 1 M d I 0 1999 a, 
-
0 ue ne-
Question 2 Question 3 Question 4 Question 5 
Class Videotapes Trainer Participation 
Exercises answered Encouraged 
questions 
3.80 3.40 3.60 3.87 
3.54 3.54 3.77 4.00 
3.33 2.75 3.44 3.69 
3.64 3.07 3.86 3.86 
3.63 3.50 3.69 3.94 
3.27 3.27 3.27 3.73 
3.33 3.13 3.80 4.00 
3.58 3.42 3.58 3.92 
28.121 26.08 29.01 31.01 
::::::::j~Si:::::::: · ... ··.··3··26·····.·· .· ... ·-.-~63··.···.·· .···.····3-·ga··.···.· . ··.·· .. ·· ··.··. .. . . ..  .. .. . . .... . . . . .. . . . . 
·.··.· . ·.··.· ...... . ... .··.·· .. • ·.··.· . . . . 
Dav 2 - Module Two - 1999 
Question 2 
Class 
Exercises 
3.54 
3.33 
2.88 
3.15 
2.53 
3.58 
2.87 
3.42 
Question 3 
Videotapes 
2.88 
3.17 
2.25 
2.67 
2.13 
2.83 
2.67 
2.92 
Question 4 
Trainer 
answered 
questions 
3.31 
3.17 
3.25 
3.31 
2.60 
3.75 
3.73 
3.58 
Question 5 
Participation 
Encouraged 
3.54 
3.58 
3.44 
3.38 
3.00 
3.92 
3.80 
3.75 
Question 6 
Average 
(4 high) 
3.69 
3.71 
3.29 
3.60 
3.65 
3.33 
3.52 
3.55 
28.35 
·.···.···354-···.··· . :.:-:_:-: . . . _:-:.:-:. 
Question 6 
Average 
(4 high) 
3.32 
3.35 
2.94 
3.16 
2.58 
3.46 
3.24 
3.38 
Question 6 
Overall 
(5 high) 
3.97 
4.46 
3.73 
4.07 
4.25 
3.57 
4.00 
4.08 
32.13 
· ... ··.··'.4··oi····.··· ... . . ....
· .... · ... ··. \, .. ···.··· 
Question 6 
Overall 
(5 high) 
3.96 
3.75 
3.38 
3.75 
2.69 
3.75 
3.20 
3.92 
TOTAL 25.18 25.30 21.52 26.70 28.41 25.42 28.40 
Month Question 1 
Trained Written 
Materials 
Jan 3.13 
March 3.44 
Aoril 3.62 
July 3.33 
Seot 3.47 
Oct 3.38 
TOTAL 20.37 
·:).Y.eAAG1t ·.···.··:3~=4o····.···. ..... . . ... · .. ·. . . . · .. ·. 
Month Question 1 
Trained Written 
Materials 
Jan 2.92 
March 3.47 
Aoril 3.20 
Julv 3.07 
Seot 3.53 
Oct 3.42 
TOTAL 19.61 
·:AV~AA~~-: ·"··"j::it"··· .· ... ·.· .· .. ·.·· .·· ..... . .... 
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Quality Management Training 
1998 Curiculum 
Participant Feedback-Questions 1-6 
a" - 0 ue D 1 M d I 0 ne - 2000 
Question 2 Question 3 Question 4 Question 5 
Class Videotapes Trainer Participation 
Exercises answered Encouraged 
questions 
3.50 3.25 3.56 3.75 
3.50 3.44 3.50 3.69 
3.85 3.38 3.77 4.00 
3.27 3.20 3.40 3.60 
3.53 3.20 3.53 3.87 
3.38 3.31 3.62 3.69 
21.03 19.78 21.38 22.60 
:·:::·:::~:-~:-:::·::: ::·:::·:: i:;in:·:::·:: :::·:::·:3~~::·:::·:: "·"· 3)~7"·"·· ·:·:·:·:·· :-· .. :-:·:-:": 
av - 0 ue WO· D 2 M d I T 2000 
Question 2 Question 3 Question 4 Question 5 
Class Videotapes Trainer Participation 
Exercises answered Encouraged 
questions 
3.00 2.69 3.31 3.46 
3.40 2.93 3.87 3.93 
3.20 3.20 2.80 2.80 
2.86 2.57 2.86 3.07 
3.87 3.27 3.80 4.00 
3.00 2.83 3.17 3.50 
19.33 17.49 19.81 20.76 
···· ·:j·:n·· .... ""·";t§t "· " :::·:::·:3~3{f :·:::·:: ·:::·:::·3;46:::·:::·: .· ... ··.· .· .. · ... ··.· .· .. · ... . . · .. ·. . . . . . . .... · .. · .. · ·. · .. · .. · 
Question 6 Question 6 
Average Overall 
(4 high) (5 high) 
3.44 3.56 
3.51 3.89 
3.72 4.46 
3.36 3.67 
3.52 4.00 
3.48 3.92 
21.03 23.50 
·.·".·':3::..:i;:i;····.···. ::-::-: .. :-::-: ""··j~92"""· -:·:-:":.· .. ·:-: :.:
Question 6 Question 6 
Average Overall 
(4 high) (5 high) 
3.08 3.42 
3.52 4.00 
3.04 3.33 
2.77 3.00 
3.69 4.36 
3.18 3.25 
19.40 21.36 
:·:::·:::1::23·:::·:::· ""· ·:3·55····" -:·:.:":.· :·. ':-:':-: 
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Participant 
for Year 
2001 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 
30 
Workplace Learning and Performance 7 5 
Quality Management Principles - 2000 Curiculum 
Participant Feedback- Questions 1-6 
D 1 M d I 0 av - o u e ne- 2001 S M th f Cl - on so asses T tal 0 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
4.00 4.00 3.00 4.00 4.00 3.80 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 2.00 2.00 3.00 4.00 2.80 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 4.00 4.00 3.40 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 2.00 2.00 2.00 3.00 2.40 
4.00 3.00 3.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 4.00 4.00 4.00 3.60 
4.00 3.00 3.00 3.00 4.00 3.40 
4.00 3.00 3.00 4.00 4.00 3.60 
4.00 3.00 4.00 4.00 3.00 3.60 
3.00 2.00 3.00 4.00 4.00 3.20 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 3.00 4.00 4.00 3.80 
4.00 3.00 4.00 3.00 3.00 3.40 
4.00 4.00 3.00 4.00 4.00 3.80 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 4.00 4.00 4.00 4.00 3.80 
3.00 3.00 3.00 3.00 4.00 3.20 
Question 6 
Overall 
(5 high) 
5.00 
5.00 
5.00 
5.00 
3.00 
5.00 
4.00 
4.00 
5.00 
4.00 
3.00 
4.00 
5.00 
4.00 
4.00 
4.00 
4.00 
4.00 
3.00 
3.00 
4.00 
4.00 
4.00 
4.00 
4.00 
5.00 
3.00 
3.00 
5.00 
4.00 
116 
Participant 
for Year 
2001 
31 
32 
33 
34 
35 
36 
37 
38 
39 
40 
41 
42 
43 
44 
45 
46 
47 
48 
49 
50 
51 
52 
53 
54 
55 
56 
57 
58 
59 
60 
61 
Workplace Learning and Perfor mance 76 
Quality Management Principles -2000 Curiculum 
Participant Feedback- Questions 1-6 
Day 1 - Module One - 2001 - 5 Months of Classes Total 
(Continued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
3.00 3.00 3.00 4.00 3.00 4.00 
3.00 3.00 4.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 4.00 3.00 4.00 3.40 
4.00 4.00 4.00 4.00 4.00 4.00 
2.00 3.00 2.00 3.00 4.00 2.80 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 4.00 3.20 
4.00 3.00 3.00 3.00 4.00 3.40 
3.00 4.00 4.00 4.00 3.00 3.60 
4.00 3.00 3.00 3.00 4.00 3.40 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 4.00 3.20 
4.00 3.00 3.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 3.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 3.00 3.00 3.00 3.20 
4.00 3.00 3.00 3.00 3.00 3.20 
4.00 4.00 3.00 4.00 4.00 3.80 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 3.00 4.00 4.00 4.00 3.60 
3.00 3.00 3.00 4.00 4.00 3.40 
4.00 4.00 3.00 4.00 4.00 3.80 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 3.00 3.00 4.00 3.40 
3.00 3.00 3.00 3.00 3.00 3.00 
Question 6 
Overall 
(5 high) 
3.50 
4.00 
4.00 
4.00 
5.00 
3.00 
3.00 
3.00 
4.00 
4.00 
4.00 
4.00 
4.00 
4.00 
4.00 
5.00 
4.00 
4.00 
4.00 
4.00 
4.00 
5.00 
5.00 
4.00 
4.00 
4.00 
4.00 
5.00 
4.00 
3.00 
3.00 
116 
Participant 
for Year 
2001 
62 
63 
64 
65 
66 
67 
68 
69 
70 
71 
72 
73 
74 
75 
76 
77 
78 
79 
80 
81 
82 
83 
84 
85 
86 
87 
88 
89 
90 
91 
92 
Workplace Learning and Performance 77 
Quality Management Principles -2000 Curiculum 
Participant Feedback-Questions 1-6 
Day 1 - Module One - 2001 - 5 Months of Classes Total 
(Continued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 4.00 3.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 3.00 4.00 3.00 3.60 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 2.00 3.00 3.00 4.00 3.75 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 4.00 4.00 4.00 4.00 3.80 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 4.00 3.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 3.00 4.00 3.00 3.60 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 2.00 3.00 4.00 4.00 3.20 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 4.00 4.00 4.00 4.00 3.80 
3.00 3.00 3.00 4.00 4.00 3.40 
Question 6 
Overall 
(5 high) 
4.00 
4.00 
4.00 
3.00 
4.00 
4.00 
3.00 
3.00 
3.00 
4.00 
4.00 
2.00 
3.00 
5.00 
4.00 
3.00 
4.00 
4.00 
4.00 
3.00 
4.00 
4.00 
3.00 
3.00 
3.00 
4.00 
4.00 
3.00 
3.00 
5.00 
4.00 
116 
Participant 
for Year 
2001 
93 
94 
95 
96 
97 
98 
99 
100 
101 
102 
103 
104 
105 
106 
107 
108 
109 
110 
111 
112 
113 
114 
115 
116 
TOTAL 
Wo r kplace Learning and Performance 7 8 
Quality Management Principles -2000 Curiculum 
Participant Feedback- Questions 1-6 
Day 1 - Module One - 2001 - 5 Months of Classes Total 
(Cont inued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
3.00 4.00 2.00 4.00 4.00 3.40 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 4.00 4.00 3.40 
4.00 3.00 4.00 4.00 4.00 3.80 
3.00 3.00 2.00 3.00 4.00 3.00 
3.00 2.00 3.00 3.00 3.00 2.80 
3.00 3.00 4.00 4.00 4.00 3.60 
3.00 3.00 4.00 4.00 4.00 3.60 
4.00 4.00 3.00 4.00 4.00 3.80 
3.50 3.50 3.50 3.50 3.50 3.50 
3.00 4.00 4.00 4.00 4.00 3.80 
4.00 4.00 4.00 4.00 4.00 4.00 
2.00 4.00 3.00 4.00 4.00 3.40 
3.00 4.00 4.00 4.00 4.00 3.80 
3.00 3.00 2.00 3.00 3.00 2.80 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 3.00 3.00 3.00 4.00 3.20 
3.00 3.00 3.00 3.00 4.00 3.20 
4.00 4.00 3.00 4.00 3.00 3.60 
3.00 4.00 2.00 4.00 4.00 3.40 
3.00 2.00 3.00 3.00 3.00 2.80 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 4.00 3.00 3.00 4.00 3.40 
397.5 397.5 390.S 420.5 438.5 410.45 
~ ~-~.,\;~ :~ {!(,. ~ ·~ 
Question 6 
Overall 
(5 high) 
4.00 
3.00 
4.00 
4.00 
4.00 
2.00 
4.00 
4.00 
4.00 
3.00 
5.00 
4.00 
4.00 
3.50 
4.00 
4.00 
3.00 
3.00 
4.00 
4.00 
3.00 
3.00 
3.00 
4.00 
446.0 
103 
Participant 
for Year 
2001 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 
30 
Workplace Learning and Performance 7 9 
Quality Management Principles -2000 Curiculum 
Participant Feedback- Questions 1-6 
av - o u e WO-D 2 M d I T - on so 2001 5 M th f Cl asses T tal 0 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
3.00 4.00 4.00 4.00 4.00 3.80 
4.00 3.00 4.00 4.00 4.00 3.80 
3.00 4.00 4.00 4.00 4.00 3.80 
4.00 3.00 3.00 4.00 3.00 3.40 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 3.00 4.00 4.00 3.80 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 3.00 4.00 4.00 3.80 
3.00 3.00 4.00 4.00 4.00 3.60 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 3.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 3.00 4.00 4.00 3.60 
3.00 3.00 2.00 3.00 4.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 2.00 3.00 1.00 2.60 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 4.00 0.00 2.60 
4.00 4.00 3.00 3.00 4.00 3.60 
4.00 4.00 4.00 4.00 3.00 3.80 
3.00 3.00 4.00 3.00 3.00 3.20 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 4.00 0.00 4.00 4.00 3.75 
4.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 3.00 3.00 4.00 3.40 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 4.00 3.00 3.20 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
Question 6 
Overall 
(5 high) 
4.00 
4.00 
4.00 
4.00 
4.00 
5.00 
5.00 
5.00 
4.00 
4.00 
3.00 
4.00 
5.00 
4.00 
3.00 
3.00 
3.00 
3.00 
3.00 
4.00 
4.00 
4.00 
4.00 
4.00 
3.00 
3.00 
4.00 
4.00 
3.00 
4.00 
103 
Participant 
for Year 
2001 
31 
32 
33 
34 
35 
36 
37 
38 
39 
40 
41 
42 
43 
44 
45 
46 
47 
48 
49 
so 
51 
52 
53 
54 
55 
56 
57 
58 
59 
60 
61 
Workplace Learning and Performance 80 
Quality Management Principles -2000 Curiculum 
Participant Feedback- Questions 1-6 
Day 2 - Module Two - 2001 - S Months of Classes Total 
(Continued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
2.00 2.00 4.00 3.00 3.00 2.80 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 3.00 3.00 3.00 3.00 3.20 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 2.00 3.00 2.00 2.00 2.40 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 4.00 3.00 4.00 3.60 
4.00 2.00 4.00 3.00 4.00 3.40 
2.00 3.00 3.00 2.00 2.00 2.40 
2.00 2.00 2.00 3.00 3.00 2.40 
4.00 4.00 0.00 4.00 4.00 4.00 
2.00 3.00 0.00 3.00 3.00 2.75 
3.00 3.00 0.00 3.00 3.00 3.00 
2.00 3.00 0.00 2.00 2.00 2.25 
3.00 3.00 0.00 2.50 4.00 3.13 
4.00 4.00 0.00 3.00 3.00 3.50 
3.00 3.00 0.00 3.00 3.00 3.00 
4.00 3.00 0.00 3.00 4.00 3.50 
3.00 3.00 0.00 3.00 3.00 3.00 
3.00 3.00 0.00 4.00 4.00 3.50 
3.00 3.00 0.00 3.00 3.00 3.00 
2.00 2.00 0.00 3.00 3.00 2.50 
3.00 3.00 0.00 3.00 3.00 3.00 
3.00 2.00 0.00 0.00 2.00 1.75 
3.00 2.00 0.00 2.00 2.00 2.25 
3.00 3.00 0.00 3.00 3.00 3.00 
3.00 3.00 0.00 3.00 3.00 3.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 0.00 3.00 4.00 3.25 
3.00 3.00 4.00 3.00 0.00 3.25 
Question 6 
Overall 
(5 high) 
3.00 
4.00 
3.00 
4.00 
3.00 
3.00 
4.00 
4.00 
4.00 
2.00 
3.00 
5.00 
3.00 
4.00 
3.00 
3.00 
3.00 
3.00 
3.00 
3.00 
4.00 
3.00 
3.00 
3.00 
2.00 
2.00 
3.00 
4.00 
5.00 
3.00 
3.00 
103 
Participant 
for Year 
2001 
62 
63 
64 
65 
66 
67 
68 
69 
70 
71 
72 
73 
74 
75 
76 
77 
78 
79 
80 
81 
82 
83 
84 
85 
86 
87 
88 
89 
90 
91 
92 
Workplace Learning and Performance 81 
Quality Management Principles -2000 Curiculum 
Participant Feedback- Questions 1-6 
Day 2 - Module Two - 2001 - 5 Months of Classes Total 
(Continued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 3.00 3.00 4.00 3.40 
3.00 3.00 2.00 3.00 3.00 2.80 
3.00 3.00 3.00 3.00 4.00 3.20 
4.00 4.00 3.00 3.00 3.00 3.40 
3.00 2.00 2.00 3.00 3.00 2.60 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 4.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 0.00 3.00 4.00 3.25 
3.00 3.00 4.00 3.00 0.00 3.25 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 3.00 3.00 3.00 4.00 3.40 
3.00 3.00 2.00 3.00 3.00 2.80 
3.00 3.00 3.00 3.00 4.00 3.20 
4.00 4.00 3.00 3.00 3.00 3.40 
3.00 2.00 2.00 3.00 3.00 2.60 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 4.00 4.00 4.00 3.60 
4.00 4.00 4.00 4.00 4.00 4.00 
3.00 3.00 3.00 3.00 3.00 3.00 
3.00 3.00 3.00 3.00 3.00 3.00 
Quest ion 6 
Overall 
(5 high) 
3.00 
3.00 
3.00 
3.00 
4.00 
3.00 
3.00 
4.00 
2.00 
4.00 
3.00 
3.00 
4.00 
5.00 
3.00 
3.00 
3.00 
3.00 
3.00 
3.00 
4.00 
3.00 
3.00 
4.00 
2.00 
4.00 
3.00 
3.00 
4.00 
4.00 
4.00 
103 
Participant 
for Year 
2001 
93 
94 
95 
96 
97 
98 
99 
100 
101 
102 
103 
Wo r kpla ce Learning a nd Perfor mance 82 
Quality Management Principles -2000 Curiculum 
Participant Feedback - Questions 1-6 
Day 2 - Module Two - 2001 - 5 Months of Classes Total 
(Continued) 
Question 1 Question 2 Question 3 Question 4 Question 5 Question 6 
Written Class Videotapes Trainer Participation Average 
Materials Exercises answered Encouraged (4 high) 
questions 
3.00 3.00 4.00 3.00 4.00 3.40 
3.00 3.00 3.00 4.00 4.00 3.40 
3.00 4.00 4.00 3.00 3.00 3.40 
2.00 2.00 3.00 3.00 2.00 2.40 
4.00 2.00 2.00 2.00 3.00 2.60 
3.00 3.00 3.00 3.00 3.00 3.00 
4.00 4.00 3.00 3.00 4.00 3.60 
3.00 2.00 4.00 3.00 3.00 3.00 
3.00 3.00 2.00 3.00 4.00 3.00 
3.00 2.00 4.00 3.00 3.00 3.00 
4.00 3.00 3.00 4.00 3.00 3.40 
Question 6 
Overall 
(5 high) 
3.00 
4.00 
3.00 
3.00 
2.00 
3.00 
4.00 
3.00 
3.00 
4.00 
5.00 
Workplace Learning and Performance 83 
Participant's Responses - 7 -9 
Day 1 - Quality Management Training -1999-2000 
.9.~.~-~!.i.9D..!.: .. Y.Y.~.~~-~~.~ .. !.~.~ .. ~9.~~ .. ~.~.~~~.~.i.~! .. P.~.~.9.f..!.~.i.~ .. ~!.~~~.?.. ............................................................................................................................. . 
Group exercises 
Working as a team 
Meeting people from other departments 
Meeting efficiency 
Group Discussions 
Videotape 
Hands on exercise to help understanding 
Communication section -very helpful 
Instructors, handouts, class interaction 
Paradigms 
The activities kept my attention 
New information 
Made me feel motivated to affect change and success in a positive way 
Games 
Everything 
Understanding behavior and motivation 
All topics were presented in a common sense and logical fashion 
Role Playing 
County Policy and what they expect from meetings and TOM 
Expected to be bored but wasn't 
Brainstorming 
None 
21 
13 
8 
5 
4 
4 
4 
3 
3 
3 
2 
2 
2 
2 
2 
1 
1 
1 
1 
1 
1 
1 
Improving meeting 1 
Reinforcing of information gained in previous TQM training 1 
Handouts 1 
Class Participation 1 
Clarification of materials 1 
................................................................................................................................................... T.9.!.~.1 .. ~.~.~.i-~P~!:!~.'.~ . .!3~~.P..~.~.~~~ ............................. ~9.. 
Workplace Learning and Perf ormance 84 
Participant's Responses 7-9 
Day 1 - Quality Management Training -1999-2000 
Question 8: What was the least beneficial part of # 
the class? 
............................................................................................................................................................................................................................................. 
None 
The effective meeting section was good 
Time away from work schedule 
Having text read to me 
All was beneficial 
Too long 
Acting like animals 
Overheads with no material to follow 
Video 
2nd Video on Ideas 
'Who am I exercise?" 
Pipe Cleaners 
Overheads 
Not explaining math exercise fully 
The game with cards was confusing-interactive 
skills 
Add a activity mid-morning 
Specific management concepts - only because 
difficult to apply 
Having a person that I work with attend with me 
Communication - DSS training is heavy on 
Communication 
Lost at Sea - did it before 
Total Participant's Response 
5 
4 
4 
4 
4 
3 
3 
2 
2 
2 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
43 
Workplac e Learning a nd Performance 85 
Participant's Responses -7-9 
Day 1 - Quality Management Training - 1999-2000 
.9.~.~~!.i.~D .. ~.: .. ~.~~-~~~.~~ .. ¥.~~--~~-~9..~~! .. !?. .. !~.~~~.~.~ .. !~~ .. ~!~~~?. ............................................................................................... . 
Better examples 3 
A less noisy place 3 
Find another room to hold training 3 
Less work on details of tools and processes. 3 
Make sure there is a back-up facilitator to fill in for emergencies 2 
Problem solving exercises 2 
Group activities 2 
More class participation projects 2 
Improve the room, Acoustics are very poor 1 
A more detailed explanation of topics 1 
Simplify tools 1 
Room is confining and dull 1 
Icebreaker used would be better on the first day 1 
Use more examples to show improvement process is important rather than reading through 1 
booklet 
Not enough time to complete everything 1 
Make it fun. First part of morning was very boring. 1 
Make sure management attends 1 
............................................................................................................................................................ I.~.~~.! .. ~~~!9.P.~D.!'.~.~~~P.9.~.~.~--~~--
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Participant's Responses 7-9 
Day 2 - Quality Management Training - 1999-2000 
.9.~.~-~~-~-~ .. !: .. ~.~~-~~-~ .. !.~~--~~~-~-~~~~-~-~! .. l?.~.!!.9.f..!.~.i-~.S!.~~7. .............................................................................. -.................. ~ 
Group Activities 7 
Problem Solving 5 
The exercises/teamwork 4 
Customer Service 2 
~~ 2 
Written Materials to be used as resources 2 
Consensus measuring tools 2 
Interaction 2 
Meeting people from other departments 2 
Quality Process 1 
Being able to compromise 1 
Sharing of experiences 
Pizza rating was fun 1 
Continuous improvement 1 
............... -................................................................................................................................................... T.~.~~! .. ~~~!9.f?.~.~-~:::; .. !3~~P.9.~~-~ ..... ~~-
Participant's Responses 
Day 2 - Quality Management Training - 1999-2000 
~~5-!!~~~-~~l~~J~~~~l~~!~~le.a~~l~~~~~l ____________________ _ 
Wasting paper with all the handouts 1 
Examples 1 
Types of tools 1 
Reading through book in class 3 
Having two new trainers run a class 2 
Room is too noisy 3 
Everything was great 1 
Lectures 3 
Too long 1 
Criteria exercise -took too much time, little explanation 2 
Instructor 1 
................................................................................................................................................. !.~!.~! .. ~~!:!.i.~~P.~~!:.~ .. ~~~.P..~.~~~-.... ~.~-
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Participant's Responses 7-9 
Day 2 - Quality Management Training -1999-2000 
.9.~.~-~!.i.~-~--~-: .. ~~-~~-~~~-~~.¥.~.~ .. ~-~-~-~-~~! .. !.?. .. ~~P.~~-~-~--~-~~-~!~~-~?. ............................................................................................... . 
Better examples 3 
A less noisy place 3 
Find another room to hold training 3 
Less work on details of tools and processes. 3 
Make sure there is a back-up facilitator to fill in for emergencies 2 
Problem solving exercises 2 
Group activities 2 
More class participation projects 2 
Improve the room, Acoustics are very poor 1 
A more detailed explanation of topics 1 
Simplify tools 1 
Room is confining and dull 1 
Icebreaker used would be better on the first day 1 
Use more examples to show improvement process is important rather than reading through 1 
booklet 
Not enough time to complete everything 1 
Make it fun. First part of morning was very boring. 1 
Make sure management attends 1 
·················-····················· .. ··· .. ························-········ .. ················ .. ··························· .. ···························!.~.~~! .. ~~~~9.P.~.~.!'.~.!3~.~P.?.~~-~-.?.~ .. 
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Participant's Responses - 2001 
Day 1 - Quality Management Principles 
·-···········-·· .. ·····--- ................. ,. ................ - ............................................. _ ........................... _ ................................................................................... . 
Question 1: What was the most beneficial part of this class? # 
Group Interaction 17 
Working in groups - meeting other county employees from different departments 17 
Learn how to work together as a team 13 
Class exercises helped to understand 13 
Class participation 9 
Viewing the video about paradigms 6 
Enjoyed Murphy Brown to get a point across in a humorous way 4 
Practice at running a meeting 4 
Understanding the principles of TOM and County's TOM agenda 3 
Working with others and compromising while being sure to listen to them 3 
Forming a meeting agenda and conducting a meeting 3 
Team tools 3 
Small group activities 
The variety of exercises kept my interest throughout the training 
The presenters were unbiased, friendly, unintimidating 
Agenda/Meetings/Participation topics 
Consensus building activity 
Team projects 
Solving problems together through discussion 
Lost at Sea 
3 
3 
2 
2 
2 
2 
2 
1 
Leaming my weaknesses and strengths 1 
Finding new ways of interaction 1 
Instructors kept group involved 1 
Explanation of terms I've always heard but never understood 1 
Cooperation 1 
Networking 1 
Handou~ 1 
Tools Used 1 
My opinion coming in was bleak, but changed throughout the session - very 1 
good 
I was able to learn a few survival tips if ever stranded at sea 1 
Met new people which will hopefully lead to a new job opportunity 1 
Focus on communication 1 
Trainers were very nice good and worked hard 1 
Putting to use materials and concepts in a group setting 1 
Team effort put forth in the exercises 1 
To learn different ways to use new ideas to make the job easier and better 1 
Playing with pipe cleaners 1 
Brainstorming 1 
Paradigm explanation 1 
Team building skills -helping assist us in identifying behaviors that are productive 1 
to problem-solving 
Team dynamics 1 
-···· .. ··-·-········-··· .. ······--························-·-·· ..................... - ......... !~~! .. ~~~!~!.e.~.~~-~~ .. !!.~.~.P.~~~~~ .. !.~~---· 
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Participant's Responses - 2001 
Day 1 - Quality Management Principles 
9~~s_!!~'!_~~Jt~!..~~.!.~J~~!..b~~~~i!l..P~~£f_!~e-~~~? _________________________ .!_. 
Nothing - everything was beneficial 8 
Paradigm video 6 
Meeting skills 5 
Videotapes 5 
I already know about meeting format 4 
Murphy Brown video 3 
Interviewing - how useful is that for people in entry level positions 3 
Bean bag exercise 3 
Takes a bit too much time 2 
Lecturing - after a while I turned off the lecturer 2 
The exercises were too long and belabored the point to excess 2 
Overheads 2 
Things could be shorter - possibly scaled down 2 
Quality principles - most of this was common knowledge 2 
Customer service portion · 1 
Reading what's on the screen - No need to do that if we have in front of us 1 
People who didn't follow instructions were disruptive 1 
No bagels in the morning 1 
Finding fault with ideas 1 
Expectations 1 
Written material - no time to read them 1 
Some of the meeting materials were not helpful as far as my job, we don't have meetings 1 
Reading from the handouts 1 
Being part of a group 1 
Handouts 1 
The topic is rather boring 1 
Should screen for TQM trained participants before developing class and have TQM review for those 1 
who have had this elsewhere 
Not everyone know the Disney characters 1 
Gender classification 1 
I was already aware of much of the theoretical information presented. 1 
Having to be part of it for two days 1 
Paperwork was a bit confusing 1 
Technical discussion of methods 1 
Getting out at 3:30 would be great 1 
Internal/external customers 1 
The meeting portion of brainstorming 1 
The room environment 1 
Interactive skills discussion 1 
Candy - it was all good 1 
Lost at Sea exercise 1 
Everything was beneficial to me 1 
Overhead projector 1 
............................. ·-········-··························--·····································-·· .. ·······································'!.!-?.~.! .. ~~~.~~~.P..~.~.~-~~--~-~-~.P..~~~~ ... !..!.. 
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Participant's Responses - 2001 
Day 1 - Quality Management Principles 
.... 9.~.~.~!.i.9.~ .. ~LW.b.~t~9.~.!9 .. Y.9.~ .. ~.~.gg~~! .. !Q..!f.IJP.f.9Y.~ .. !!:!!~.~!~~.~'.?. ............................................................................................................. . 
Problem Solving Exercises S 
Try to find ways to make the infonnation more S 
applicable 
Supply microphone 4 
Bagels instead of doughnuts 4 
Heat 4 
Movie after lunch put me to sleep 3 
Have it elsewhere 3 
Have program directors who lead meetings attend 3 
Trainers were excellent, knowledgeable, 2 
inf onnative 
It was a lot of Fun 2 
The room was distracting 2 
Thought it was great 1 
More time 1 
Do the 2 classes together 1 
Make sure groups are evenly numbered from the 1 
get go 
Reorganize infonnation better 1 
Job well done 1 
Less lecture, more activity 1 
Divide groups in the afternoon session 1 
Expand on the paradigm principle and examples 1 
Let us watch the end of Murphy Brown video 1 
Cite resources used to compile infonnation 1 
More group discussions 1 
Do intros and icebreakers first 1 
Provide overheads as handouts 1 
Clearer explanation of some of the exercises 1 
Condense the class into 3 days (1 /2 days) 1 
Background noise in room made it difficult to hear 1 
Having training within departments 1 
Maintain the same presenters for both 1 
Participants' Total Responses 69 
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Participant's Responses - 2001 
Day 2- Quality Management Principles 
Question 1: What was the most beneficial part of # 
J!lJ.?..~~-~§.? _____________________________________________________________________________________________________ _ 
Group Activities 12 
Looking at the big picture 9 
Video 8 
Problem Solving 6 
Written materials to be used as resources s 
Teamwork s 
Road Rally Game 3 
Coaches were excellent 3 
Customer Service 2 
Ideas and concepts 2 
The quality of it 2 
Quality Progress 1 
Written materials were easy to understand and 1 
helpful 
Participation 1 
Total Participant's Response 60 
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Participant's Responses - 2001 
Day 2 - Quality Management Principles 
.9.~.~~·i·~-~ .. ?.: ... ~~~! .. ~.~~.!~-~ .. !.~~~! .. ~.~-~~~.9.~.1 .. P.~.~--~-~-~~-~--~~~-~?. ............................................................ _ .................... . 
Room is too noisy 
Reading through book in class 
Lectures 
Reading through book in class 
The pizza activity took too much time 
No real work examples 
Having two new trainers run a class 
Criteria exercise -took too much time, little explanation 
Room is too noisy 
Flowchart exercise 
Video 
Road Rally went too fast 
Leaming to use quality skills 
Wasting paper with all the handouts 
Types of tools 
Too long 
Instructor 
Examples 
Everything was great 
Road Rally was confusing 
Zzzzzzzzzzzzz 
I learned most of this in college 
It was during work time 
Overheads 
3 
3 
3 
3 
3 
3 
2 
2 
2 
2 
2 
2 
2 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
............................................................................... !.~~.~-1 .. !:.~.~-~~-i.P..~.~~'.~ .. ~.~-~!?.~.~.?.~ ........................................................................ ~.~-
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Participant's Responses - 2001 
Day 2 - Quality Management Principles 
~~~5-!!~~~~~Y!_O~~~~~~~~~~~~~~~~.!_h~_c~~~----------------------! 
Shorter time, more humor 3 
Problem solving exercises 2 
Better examples 2 
Use more examples to show improvement process rather 2 
than reading 
Make sure management attends 2 
Thought session was very good and encouraged participation 2 
More videos 2 
People need to be reminded of how important quality is 2 
A less noisy place 1 
Simplify tools 1 
Find another room to hold training 1 
Icebreaker used would be better on first day 1 
Room is confining and dull 1 
Not enough time to complete everything 1 
Make it fun. First part of morning was very boring 1 
Less work on details of tools and processes 1 
More class participation projects 1 
Improve the room Acoustics are very poor 1 
More variety in food 1 
Save for management personnel 1 
Encourage more talkative members to listen and include 1 
everyone's ideas 
More video material would be helpful 1 
More dynamic trainers 1 
Sort materials beforehand and have on tables 1 
Condense to one day 1 
Add more time 1 
Exercises and more games get the point across better than 1 
reading material 
An actual classroom without outside interruption and noise 1 
Games 1 
Free lunch 1 
D~re~ro~ 1 
More examples of ways to use at work 1 
............................... ._ ........................................... !~!~.l..!:.~.~!~.iJ?.~n!'.~ .. ~.~-~l?.~.~-~~ .............................................................................. ~.1.. 
Wor kplace Learning and Performance 94 
Appendix H: Examples Ice Breakers/ Activities for Quality 
Management Principles 
Workplace Learning and Perfor mance 96 
Ice Breaker: I Am ..... 
Overview: 
Participants write down items about themselves for other group 
members to see. 
Goals: 
1. To encourage group participation. 
2. To get to know each other. 
Discussion points: 
1. Did anyone find people with similar responses to theirs? 
2 . Did people feel threatened writing the information down , 
knowing that others were going to see it? 
Source: 
Adapted from 'Who am I?: A Getting Acquainted Activity' , J. 
William Pfeiffer -and John E. Jones, CA Handbook of Structured 
Experiences for Human Relations Training, Volume 1, University 
Associates, CA, 1975. 
Ice Breaker: Sign In Please 
Overview: 
Simple exercise to be used as an icebreaker. 
Goals : 
1. To allow participants to introduce themselves to the group. 
Discussion points: 
1. How did people feel standing up front introducing themselves? 
2. How do people control nerves in front of a group? 
Source: 
Reproduced from: ClOO Training Games, Gary Kroehnert , McGraw-Hill 
Book Company, Copyright, 1991. 
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Ice Breaker: Stretch Monitor 
Overview: 
This exercise should be included in the introduction of a 
program . It allows the participants to have an input to the pace 
of the program. 
Goals: 
1. To get the group 'warmed up'. 
2. To allow the participants to have there say about the pace of 
the program or to allow them to set breaks. 
Discussion points: 
1. Can anyone suggest other types of exercises? 
Source: 
Reproduced from : ClOO Train ing Games, Gary Kroehnert, McGraw-Hi ll 
Book Company, Copyright , 1991. 
Problem Solving: Egg Yolks 
Overview : 
This exercise can be used during the training program at any 
time. 
Goals: 
1. To demonstrate that we can be hampered in finding a solution 
to a problem by the way the information is presented. 
Discussion points: 
1 . Why is it sometimes hard to solve problems like 
this? 
2. Whose fault was it that not everyone got the correct answer 
initially? 
Source: 
Reproduced from : ClOl Training Games, Gary Kroehnert , McGraw- Hill 
Book Company, Australia Sydney, Copyright, 1999. 
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Quality: 99.9°/o 
Overview: 
An activity that can lead into a discussion about quality. 
Goals: 
To demonstrate that true quality means 100%, not 99.9%. 
Discussion points: 
1. What level would you now consider to be acceptable? 
2. Can we have different levels of quality in different parts of 
the organization? 
3. Can we always achieve 100%? 
Source: 
Reproduced from: ClOl Training Games, Gary Kroehnert, McGraw-Hill 
Book Company, Australia Sydney, Copyright, 1999. 
Problem Solving: Nines 
Overview: 
A quick exercise in problem solving showing the impact of urgency 
on qual ity . 
Goals : 
1.To demonstrate how urgency can affect quality . 
2.To show how easy it is sometimes to overlook the obvious. 
Discussion points : 
1. Why didn't everyone get the correct number? 
2. How could we ensure that people come up with the correct 
solution? 
3. How does this relate to everyday situations? 
Source: 
Reproduced from: ClOl Training Games, Gary Kroehnert, McGraw-Hill 
Book Company, Australia Sydney, Copyright, 1999. 
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Adult Learning: The Number Game 
Overview: 
A quick exercise in showing the principles of adult learning with 
an active activity. 
Goals: 
1 . To allow participants to discover (or reinforce ) some 
principles of adult learning through "hands-on" activity . 
Discussion points : 
1. In all candor, how did you feel when you were going through 
this exercise? (Nervous, mad etc ) 
2. "Practice makes perfect." If this is true, we all should have 
shown a consistent increase in the number attained with each 
attempt. Is that true for each of you? If not , why? 
Source: 
Reproduced from: CGames Trainers Play (Experiential Learning 
Exercises) ,Newstrom, John & Scannell, Edward. McGraw-Hill 
Companies, Copyright 1980. 
INTRODUCTION - TOP TEN QUESTIONS 
Overview: 
To present important guidelines , to a group in a humorous and 
familiar fashi on . 
Goals: 
!...=_Making the participant ' s comfortable. 
Discussion points: 
1 . Woul d anyone like any item clarified? 
2. What additional items would you add to the list? 
3 . Are they any items that should be deleted? 
Source: 
Reproduced from: CEven More Games Trainers Play, Newstrom, John & 
Scannell , Edward. McGraw-Hill Companies , Copyright 1994. (David 
Letterman TV show; Bob Schondelmeir) 
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CONFLICT: THUMBS UP 
Overview: 
To demonstrate to people that conflict resolution can occur with 
any situation. 
Goals: 
1. The value of reflecting on the experience they just had and to 
explore its implications. 
Discussion points: ( To be done individually) 
Ask if anyone would like to share any of their answers with the 
group. 
Source: 
Adapted from: ClOl Ways to Make Traini.ng Active, Silberman, Mel. 
Josey=Bass Inc. Pg . 208. 
DIVERSITY: SO MUCH IN COMMON 
Overview: 
To demonstrate that people often have more in common than NOT 
in common. 
Goals : 
1. To show that we are alike 
Discussion points: 
1. How many of you found more than 15 things in common? 
2. What were some of the unusual items you discovered? 
3. How did you uncover these areas of commonality? 
4. Is it likely that in most situations, we may well find similar 
results - that we might have must more in common than we 
otherwise might think? 
5. What implications does this have for us as members of a 
diverse work force? 
Source: 
Reproduced from: CEven More Games Trainers Play, Newstrom, John & 
Scannell , Edward. McGraw-Hill Companies, Copyright 1994 . 
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TEAMWORK: JIGSAW PUZZLE 
Overview: 
To teach team members a new metaphor for teamwork the jigsaw 
puzzle . 
Goals: 
1. To see the different ways jigsaw puzzles is different from a 
highly effective team. 
Discussion points : 
1. Are you surprised by the number of similarities? 
2. What are the ways in which we can use this metaphor within our 
group or team. 
3. What action guidelines does this point toward. 
4. What can each of us do to make progress toward our becoming a 
highly effective team? 
Source: 
Reproduced from: Cbig book of business games, Newstrom, John & 
Scannell, Edward. McGraw-Hill Companies, Copyright 1996. 
CONSENSUS: IS IT A "GO" or "NO GO"? 
Overview: 
To demonstrate to people what consensus is. 
Goals: 
1. What consensus and group decision-making i s all about. 
Discussion points: 
1. Wha t is the meaning of consensus? 
2. How important is it to discover what others are thinking and 
feeling? 
3. What r e sponsibility do we have for soliciti ng this 
i nformation? For acting on it? 
Source: 
Reproduced from : Cbig book of business games, Newstrom, John & 
Scannell, Edward. McGraw-Hill Companies, Copyright 1996. 
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MEETINGS: HOW DID THIS MEETING GO? 
Overvie w: 
To ask for feedback on the success of a meeting or discussion. 
Goals : 
1. To encourage honest feedback from group members at the 
conclusion of a meeting or discussion or training. 
Discussi on points : 
1. Which items is there agreement on? 
2 . Which items is there disagreement on? How can that 
disagreement be resolved to the relative satisfaction of all 
concerned? 
3. What actions can individual members commit to engaging in to 
i mprove meeti ng / t r aining effectiveness? 
Source: 
Reproduced from: Cbig book of business games, Newstrom, John & 
Scannell, Edward . McGraw-Hill Companies, Copyright 1996. 
BRAINSTORMING: WHAT IF? 
Overv iew: 
To show how to brainstorm in a fun way. 
Goals: 
1. To allow people to use brainstorming. 
Di scussion points : 
1. Can you see the importance of this activity? 
2 . Have some of you experienced s i milar situations? 
Sourc e: 
Reproduced from: Cbig book of business games, Newstrom, John & 
Scannell, Edward. McGraw-Hill Companies, Copyright 1996. 
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CUSTOMER NEEDS: THE MIND IS A WONDERFUL THING 
Overview: 
To demonstrate the value of being observant about even ordinary 
things ( like customer needs) 
Goals : 
~The importance of being observant and knowing how to handle 
customer needs . 
Discussion points: 
1. How did you do? 
2. How observant were you? 
3. Have you seen incidents where people have overlooked 
commonplace things and problems have resulted? 
Source : 
Reproduced from: Cbig book of business games, Newstrom, John & 
Scannell, Edward. McGraw-Hill Companies, Copyright 1996. 
Communication: 3 - Minute Test 
Overview: 
This quick quiz tests how well participants follow written 
communication. 
Goals: 
1. To d evelop skills in communication. 
Discu s sion points: 
1. What is the meaning of consensus? 
2. How important is it to discover what others are thinking and 
feeling? 
3. What responsibility do we have for soliciting this 
information? For acting on it? 
Source: 
Reproduced from: Cbig book of business games, Newstrom, John & 
Scannell, Edward. McGraw-Hill Companies , Copyright 1996. 
